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1 Introduction

This lab is based on the use case of a simplified version of a Client Onboarding solution as part of
Focus Corp.’s service business. Although intended to be realistic, it is fictitious, simplified and is
meant to showcase key aspects of the Cloud Pak for Business Automation in an easy and quick way.
This scenario highlights selected business functions and technical integration points across the Cloud
Pak for Business Automation. It showcases how combining these platform capabilities including
generative Al can be used to build a powerful end-to-end business solution that helps to digitize all
aspects of business operations.

This lab focuses on the business user experience executing a client onboarding from start to finish, not
developing the solution itself.

1.1 Cloud Pak for Business Automation

IBM Cloud Pak for Business Automation is a set of integrated market-leading software, running on top
of Red Hat OpenShift designed to help you solve your toughest operational challenges. It can be
deployed on-premises, on the cloud, or in a hybrid way.

With built-in generative Al capabilities, analytics to measure impact, and business-friendly low-code
tooling, IBM Cloud Pak for Business Automation helps customers to significantly reduce the amount of
time spent on manual processes. Specialized business automation capabilities — for content, decisions,
RPA, workflows, and document processing — are built on top of powerful automation services. Using
the process mining and operational intelligence capability, you can get insights into how your processes
run, visualize issues, pinpoint fixes, and prioritize actions.

A single business automation capability may contain multiple products. For example, Document
processing encompasses IBM Datacap and IBM Automation Document Processing and Decision
management encompasses IBM Operational Decision Manager and IBM Automation Decision Services.
IBM Robotic Process Automation while shown as part of Automation Foundation is directly featured in
the Cloud Pak for Business Automation. While the server part of IBM Robotic Process Automation is
containerized, and can therefore run on OpenShift, it is one of the few capabilities that requires
Windows. Both for the authoring environment and for executing the bots.

The products are integrated in many ways. Automation Services and an Automation Service catalog,
APIs and reusable Ul libraries are the core ones. Currently Workflow and Automation Decision Services
from the Decision capability can publish automation services while Business Applications and Workflow
can consume automation services. Automation services allow discovery and usage of services within
the Cloud Pak without the need to consider technical aspects like offering product, protocols,
authentication/authorization etc. This makes them especially suitable to no-code consumption through
business users.

"_, Al-Powered/Intelligent Automation

Low-code Automation i o0
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Process mining Robotic Process Operational
and modeling Automation intelligence
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Figure 1: Marchitecture of the IBM Cloud Pak for Business Automation
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1.2 Business Scenario

The overall Client Onboarding solution consists of a multi-page front-office intake app and a workflow
that orchestrates all back-office activities (both automatic and system ones) to either onboard the
client or reject their onboarding request.

The client representative initially works with the Client Onboarding app. This app has been created by
the business using the low-code IBM Automation Application Designer. It leverages services created by
IT in the other capabilities of the platform.

When a client calls, the client representative collects all required information about the client and the
services the client wants to subscribe to, before they submit the onboarding request to the back-office
part of the solution. While the app can be used by multiple client representatives at the same time,
each of them completes their own onboarding request independently.

Heg Bz Bz
Fill out Review Submit
onboarding info documentation for approval

Automation Application

Retrieve client Determine services Review existing Orchestrate back-office
info by name fee and additional client documents Client Onboarding process
services to offer
Workflow Decisions. Content Workflow

Q Al-Powered/Intelligent Automation

Figure 2: High-Level Client Onboarding Application Architecture

Figure 2 in the upper half gives a high-level overview of the three pages of the intake app designed
using IBM Automation Application Designer and the purpose of the pages. The lower half depicts how
the pages interact with other capabilities of the Cloud Pak for Business Automation to fulfil their
purposes.

1. Onthe first page, the client representative can manually enter all client onboarding information
or look up the information for an existing client. For the lookup the Automation Application calls
out to Workflow. Additionally, once services to be onboarded have been selected, the fee for
these services and potential upsell services are determined by calling out to Decisions.

The red icon indicates that this place utilizes AI-Powered/Intelligent Automation with
prescriptive rules and potentially predictive ML models that may be hosted externally.

2. Onthe second page, the client representative can review the documents that are already
available for the client and change the status for those required for the onboarding request. For
this the app uses Content capabilities.

To make work easier for the client representative, IBM Content Assistant is embedded in this
step (indicated by the red icon). The client representative can trigger the automatic analysis of
all available documents to identify and select the ones required for the request.

3. Onthe third page, a message is displayed that confirms the successful submission of the
onboarding request and includes a reference ID that is associated to that request. The
submission of the onboarding request triggers the back-office workflow in Workflow.

As will be outlined in more detail below, AI-Powered/Intelligent Automation capabilities are
also leveraged as part of the workflow solution in the back-office.
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Depending on various factors, the back-office workflow using the Workflow capability may involve the
client, an account manager, and/or the client representative.

Orchestrate back-office
Client Onboarding process

Manual intervention Accept comments Q
if required from the client

Workflow

Document Collection Scoreboarding Update legacy systems  Notify client and client
and Review (Automatically classify rep onhoarding result
client and assess risk,
manually review)

o O O ©

Capture Decisions Workflow

e AI-Powered/Intelligent Automation
Figure 3: High-Level Client Onboarding Back-Office Solution Architecture

Figure 3 depicts that Workflow orchestrates various activities, both human-driven knowledge work and
system activities, to perform the actual client onboarding in the back office. The Case capability in
Workflow is specifically suited as it supports semi-structured use cases. The red icon symbolizes again
where AI-Powered/Intelligent Automation capabilities are applied. These are built into the respective
capability or can be provided by a potentially externally hosted AI model. Depending on the
circumstances of the onboarding request one or multiple of the activities are executed or skipped.
These activities are grouped into four stages:

1. The activities performed in the Document Review stage depend on the availability or non-
availability of documents required for the onboarding request. If all documents are available
and they have all been verified by the client representative, no activity is required, and the stage
is automatically completed. If documents are missing the client receives an email with
information about what documents are missing including a link to a web page to upload them.
Once a document is received the Capture capability is triggered to determine the type of
document and to extract the required data. IBM Automation Document Processing with its
advanced Al-infused features is used for this purpose. If the extracted data is as expected the
Workflow proceeds to the next stage. If not, the client receives another email with the details
giving them the opportunity to upload additional documents.

2. The first activity in the Scoreboarding stage uses rules and machine learning models from
Decisions to categorize the client into a segment 1 or segment 2 client (using prescriptive
rules), determines if the onboarding request is a low or high-risk request, and returns a
confidence score (both based on using a predictive model). If the confidence is equal or higher
than 80%, the decision to accept (low risk) or reject (high risk) the client onboarding request is
performed automatically.

When the scoreboarding confidence is lower than 80%, a second activity is assigned to an
account manager who must manually assess the onboarding request through a task in
Workflow. In case an annual report is available for the client the account manager is supported
by IBM Content Assistant. They can open the annual report via a quick link and ask specific
questions to Content Assistant to help with their decision. I multiple annual reports are
available, the account manager can even compare those using the compare feature of IBM
Content Assistant.
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3. The third stage Backend Systems Update consists of an activity to update two legacy system
of records of Focus Corp. As these systems don’t have APIs available, an IBM Robotic Process
Automation (RPA) bot is utilized.

4. Inthe fourth and final stage, Notification, the client representative is informed of the
onboarding result for the onboarding request they have initiated using a task in Workflow which
completes the onboarding request.

Orthogonal to these four activities, while the onboarding request is active, the client can send
comments using Focus Corp’s website. These are analyzed by a large language model (LLM), to
determine the urgency, tone, summary, and optionally provide a translation, if the original message was
not in English. The information is also used to flag those onboarding requests that require special
attention.

Throughout the stages of the workflow the client is also notified about status changes and activities
needed to be performed by them through email.

1.3 Lab Setup Instructions

1. Access the document that lists the available systems and URLs along with login instructions. For
this lab, you will need to access the Client Onboarding Desktop, the Local Email Client, and the
Business Performance Center.

2. Download the files Old Utility Bill - Legacy Consulting.pdf and Current Utility Bill - Legacy
Consulting.pdf from the Lab Data folder of the lab onto your computer. The files will later be
uploaded as part of the first exercise where you will onboard Legacy Consulting.
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2 Exercise: Onboarding a Client with Low Confidence Level
(Manual Intervention)

2.1 Introduction

In this exercise, Legacy Consulting wants to subscribe to two services from Focus Corp.’s healthcare
services.

You will first take the role of the client representative, a Focus Corp. employee, who is on the phone
with Legacy Consulting for this request. Initially, you collect all the required information. As part of that
you will notice that a utility bill is not on file for Legacy Consulting. It is required to validate the client
address. You will submit the onboarding request after letting the client know that they will receive an
email with upload instructions for the pending document.

Because of the missing utility bill, you will switch into the role of the client to upload it. You will
experience that uploading a utility bill with an outdated address will fail the validation resulting in an
additional email letting you know that fact. Uploading a more recent utility bill will pass the validation
and progress the internal processing of your onboarding request.

With all documents being present and having been validated, a scoreboarding activity will classify
Legacy Consulting as a Segment 2 client with a high-risk profile and an assessment confidence of less
than 80%. Under these circumstances, the request cannot be handled automatically and will require
manual handling by an account manager. The client is notified about this via email.

Different from what was promised, Focus Corp does not get back to you within 2-3 business days. After
a week you, in your role as a client, are adding message to your onboarding request, to express your
unhappiness and expedite a response.

At this point you will take over the role of the account manager to manually review the request. You
notice the escalation message from Legacy Consulting and immediately start to review the request.
Reviewing the available data, you notice that multiple annual reports are available for this client.
Instead of spending a lot of time reading through the full reports, you ask IBM Content Assistant for a
summary of the latest report and a comparison of the reports for the last two years.

Despite positive indications you consider the default risk as too high and will reject the onboarding
request. The client will be informed via email as will be the client representative via a notification task
as they initiated the onboarded request.

This path through the onboarding scenario exemplifies that often for complex, high value, high risk
decisions or those where a machine-generated decision has low confidence, knowledge workers need
to get involved and need to make the final decision. The decision made by a human can then be used to
further train the machine learning model so for future cases even more automation is possible.

In addition, this path also highlights how sensible use of generative Al can help to boost the
productivity of employees.

2.2 Exercise Instructions

You will use the same user to perform all tasks even when assuming the different roles of Client
Representative, Client, and Account Manager. To remind you which role you currently perform, most
screens show an icon and label in the top right corner. In this flow the ones for the Client
Representative, the Client, and the Account Manager.

R -
duh A

ClientRep Client Account Mgr
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2.2.1 Taking the call from Legacy Consulting and collecting base information
_1. Navigate to the Client Onboarding Desktop using the link provided.
_2. Select Enterprise LDAP from the dropdown on the Log in page.

_3. Login with the username and password that has been assigned to you.

_4. As the Client Representative (see icon in the top right corner) explore the first page of the Client
Onboarding app.

It provides means to search for an existing client by name, enter various information about the
client, a selector for the industry for which Focus Corp. offers services, a list of services the client
can sign up for, and the ability to calculate the services fee and upsell recommendations based on
the selection.

= Client Onboarding @ ®
A
Look for existing client information using the 3 A
auto-complete and click on the Search button to Client Information
get their information.
Enter the information of the client being onboarded.
Client Name . .
Primary Contact Details
First Name Last Name
Q  Search 1} &
Email Phone Number
@  Enteryouren here %
It I el ittt P PPl N e o ppPPS

When you resize the browser window you will observe that the page is responsive. That means that
a single app can be designed that it can easily be used on a large screen like a desktop/laptop, on a
tablet, or even mobile phones.

Focus Corp

Client Rep

Look for existing client informati
the Search button to get their inf

sing the auto-complete and click on

Client Name

Client Information
Enter the information of the client being onboarded.

Primary Contact Details

First Name

Vg S N Y
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_5. Type Leg in the Client Name field in the left panel to search for Legacy Consulting which is an
existing client of Focus Corp.

P -
(™
- .]] S
'(C) Focus Corp a
. Client Rep
Look for existing client information using

the auto-complete and click on the Search
button to get their information.

Client Information

Enter the information of the client being onboarded.

Client Name

|

Primary Contact Details

First Name Last Name
Legacy Consulting
i arch ; 2
Email Phone Number

el I et PR N s et s P oo 2PN S e g

_b6. Click on Legacy Consulting once the type-ahead feature offers it.

_7. Click on Search to load the details for the client. It retrieves the client details using integration with
the Workflow capability.

Observe that the Search button becomes active once you entered something in the text field and leave
it or select the proposed entry from the pop-up window.

Look for existing client information using the
auto-complete and click on the Search
button to get their information.

Client Information

Enter the information of the client being onboarded.

Client Name B 4
Primary Contact Details

Legacy Consulting

First Name

] John

Last Name

Doe

Email

@  jdoe@example.com

Main Business Address

Street

A 172 S Topanga Canyon Blvd

Phone Number

% (424) 888-1234

Unit

# 410

City
A Topanga
State
= CA

Postal / Zip Code

© 90290

Country

Q@ United States of Amer...

Additional Information

Company Age Number of Employees
] 12 years = 30
Annual Revenue Payment History
$  2,500,000.00 ] osfautted Payment

POVIPP O Sy VP > J‘h Y N w'm L ROy ro-#——wf prosy
_8. The Email field is pre-populated with the local email address of your user and is read-only.
Email

@ usr001@example.com

In case the environment you are using is configured to use an external email server, optionally
replace the Email with an email address of your choice that you can use to receive client emails
associated with the scenario.
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_9. Select Healthcare in the Industry drop-down list as Legacy Consulting requests to onboard to two
services in that domain.

I Selecting an entry from the drop-down dynamically changes the options in the services to onboard.

S 2,500,000.00 'j Defaulted Payment

Service Onboarding Information

Select the industry for which the services are Select the services that the client is interested in
being offered

[] Education Funding

i} Federal v [] Green Technology Equipment
[] 1nfrastructure Consultation
[] Transport Security

Federal

Finance
$ Healthcare

[

rance

Service Telecom

$ 0.00

B Review Documents

_10. Check Employee Benefits Plan and Mental Health Care as the services that Legacy Consulting
wants to onboard to.

S 2,500,000.00 ‘_] Defaulted Payment

Service Onboarding Information

Select the industry for which the services are Select the services that the client is interested in
being offered

Employee Benefits Plan
(2  Healthcare v Mental Health Care
Onsite Medical Testing
[] virtual Medical Assistance

Calculate Services Fee

)

Services Fee

$ 0.00

B Review Documents
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_11. Click Calculate Services Fee to calculate the fees and get upsell recommendations.
Having the client information fields filled and the services fee calculated enables the Review
Documents button at the bottom.

$  2,500,000.00 aiad_ ] Defaulted Payment

Service Onboarding Information

Select the industry for which the services are  Select the services that the client is interested
being offered in

Employee Benefits Plan

Mental Health Care

[C] Onsite Medical Testing

[ virtual Medical Assistance

ta Healthcare v

S Calculate Services Fee

Services Fee Additional services the client may be interested in

$  35,000.00 Onsite Medical Testing

B Review Documents

The fees are calculated by an external service pricing engine build using prescriptive rules. The
additional services that the client representative could offer as upsell opportunity to the client are
currently also based on prescriptive rules but could also be generated based on a machine learning

model.

_12. Click Review Documents to navigate to the next page.

B Review Documents
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2.2.2 Verifying required documents and submitting the onboarding request
_13. Explore the second page of the Client Onboarding app.

The left pane lists all information provided on the previous page. In the right pane, all documents that
may be relevant to this onboarding request are listed with their individual status of either Pending
(Default), Verified, or Not Required. At the bottom a list of all potentially relevant documents Focus
Corp. already has for Legacy Consulting is shown.

@ Focus Corp

Legacy Consulting Review Documents Al Assisted Review

Primary Contact Details

John Doe Review existing documents and mark them as pending if they need to be (rejuploaded.
424-888-1234
usr001@example.com

Document Name Document Status
Main Business Address
410-172 S Topanga Canyon Blvd Banking Informalion Pending v
Topanga, CA - 90250
usA
Utility Bill Pending v
Additional Information
ComPvhes 12years Select the documents that you want to associate with this request
Number of Employees 30
Annual Revenue $2,500,000
o
Defaulted Payment Yes
O Name
Service Onboarding Information O B Account 7250512345
ices Fee  $35,000 O B Certificate of Incorporation
senic 0O B Annual Report 2024
Employee Benefits Plan
e O Annual Repart 2025
Mental Health Care
0O & Brochure
O [&d] Viera Electricity

Items per page: 20 1-6 of 6 items.

< Back < Submit Onboarding Request

_14. Click on the AI Assisted Review button to simplify your task to identify which of the documents
are available and to include them in the request.

The AI Assisted Review button uses IBM Content Assistant to classify the documents visible at the
bottom into being of type Banking Information, Utility Bill, or something else.

Classifying the documents takes some time (up to a minute, please be patient) during which a popup is
shown.

Analyzing available documents

re

Once the analysis is completed, another popup summarizes the result.

Auto Document Mapping Result

Banking Information document has been found.
Changed status to 'Verified'and selected document.

A Utility Bill document was not found though!

OK
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In case of Legacy Consulting, only a Banking Information document (named Account 7250512345)
should be found, but no Utility Bill document.

Due to the nature of using a Large Language Model (LLM) it can happen that an error is reported or a
message is shown, that neither a Banking Information nor a Utility Bill document was found. In
these cases, you may try again or proceed by manually changing the dropdown and selecting the
document, as shown below.

Based on this analysis result, the first dropdown is automatically changed to Verified and the respective
document is being checked for inclusion into the request.

Focus Corp

Legacy Consulting Review Documents Al Assisted Review

Primary Contact Details
John Doe Reviow existing documents and mark them &2 panding if thay naed to ba (rehupioaded.
424-888-1234

usr001@example.com
Document Name: Documen 't Status

Main Business Address
410-172 § Topanga Canyon Bivd Banking Information Verified -
Topanga, CA - 50290
USA

Urility Bl Pending v
Additional Information
Company A 12ye
pamy Ag T it the documants that you want 1o associste with this request
Wumber of Employees. 30

’ $2.500,000
aymant Yes o

[8]

ccount 7250512345

Service Onboarding Infi

Sarvices Feo  $35,000

Items per page: 20 1-6 of 6 items

While classifying the documents using IBM Content Assistant takes some time, the client rep does
not need to open and review each document manually, saving them a lot of time. This especially
applies for many (unclassified) documents and/or documents don’t have prescriptive names.

_15. Optionally View the Account 7250512345 document by clicking the three dots at the right end of
the row that appear when you hover over the line and select View. This opens the document in the
integrated viewer. You can confirm that this is a Banking Information document. Afterwards close the
viewer window again.

S
Name
[= Account 7250512345
[ Certificate of Incorporation View  Jimy
Download

[* Annual Report 2024

Properties
[® Annual Report 2025

[ad] Brochure

Oooooad

[ad] Viera Electricity

Items per page: 20 1-6 of 6 items
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Account 7250512345

) s oI T ta @ B 8 QO‘D

Banking Information Focus Corp

This banking information provided here will be used by Focus Corp to withdraw the monthly services fee

Client Name
Legacy Consulting

Bank Name
XYZ Bank

Bank Phone Number
+1-213-111-7890

Bank Address
887 Cypress Rd, Garden Grove, CA 92840

B+ -+ ka @ @& @ 11

Focus Corp. recently made a change in their business policy to require a utility bill to verify the
client’s address. As we don’t have one for Legacy Consulting, Legacy Consulting will need to upload
one after the client representative has completed their onboarding request.

_16. Click Submit Onboarding Request to complete Legacy Consulting’s request and navigate to the
final confirmation page.

The submission may take a few seconds during which you might notice a little spinner icon next to
the Client Rep icon. Please wait until you are taken to the third page.

-
O,

Client Rep
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2.2.3 Onboarding request confirmation page
_17. Explore the third page of the Client Onboarding app.

The left pane again lists all information provided on the first page. The right-hand side provides a
reference ID for the request that the client representative can share with the client and a comment that
an email was sent to the client about their request.

@ Focus Corp

Legacy Consulting Confirmation

Primary Contact Details The onboarding application has been submitted successfully.

John Doe The reference 1D for the requestis:  94DHC79D
424-888-1234
jdoe@example.com Please ask the client to monitor their email for further updates.

Main Business Address

410-172 5 Topanga Canyon Blvd o
Topanga, CA - 90290 =
USA

Start a New Request

Additional Information
Company Age 12 years
Number of Employees 30

Annual Revenue $2,500,000
Defaulted Payment Yes
Service Onboarding
Information

Services Fee  $35,000

Services Requested

Employee Benefits Plan

Menital Health Care

_18. Note down the Reference ID for future reference.

_19. Click on Start a New Request to get back to the first page so you will be able to onboard the next
client in the next exercise.

2.2.4 Checking the automatic email & uploading a Utility Bill
_20. Open the email client in a browser using the URL provided to you.

I If you specified your own email address on the first page, open or bring your email client to the
front.

_21. Check your inbox for an email (the sender depends on the configuration of the environment you
are using).

Request for pending documents [Reference ID: 94DHC79D]

From cp4badmin@example.com on 2025-10-07 16:32

¥ Details o Headers E Plain text

Hello John,

This is with reference to your request with reference ID]94DHC79D

We need additional documents to process your request:

Utility Bill

Pleaselupload the documents on the following page

You may submit any comments regarding this request by clicking this link.

Regards,
Focus Corp

The email contains the reference ID as displayed on the final page of the Client Onboarding app. It lets
you know that the Utility Bill is required to further process your onboarding request. It contains a link
for you to get to a web page to upload the document. The link takes you to an application built using
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Business Automation Application and this application requires no authentication as public access is
enabled for it.

_22. Click on the link in the email to open the upload page.
_23. Explore Focus Corp.’s Client Document Upload page.

The icon in the top right shows that you are still in the role of the client. The page is simple to use,
providing only a control to select a file to upload and a submit button that becomes active once a

document is selected.

You don’t have to provide your reference id manually as it is included in the URL and will be
automatically sent to the server.

-
Focus Corp Py

Client

Please upload the requested document(s) to complete your onboarding request.

Upload Document

] Submit Document

_24. Click on the Upload Document control and select Old Utility Bill - Legacy Consulting.pdf from
the location where you downloaded the documents to before.

This utility bill contains an old address of Legacy Consulting which does not match the address the
client representative captured in the onboarding request.

Focus Corp P-4

Client

Please upload the requested document(s) to complete your onboarding request.

Upload Document IOld Utility Bill - Legacy Consulting.pdf

(W] Submit Document

_25. Click the Submit Document button to upload the document to the server.

_26. After a short moment you will see a confirmation page that lets you know that the file was
successfully uploaded.

Focus Corp

o

)
2

Your document has been submitted successfully.

You can now upload another document or close this window if your document submission
is complete.

[i] Upload Another Document

_27. Close the Client Document Upload browser tab.

2.2.5 Checking the automatic email to & uploading a second Utility Bill
_28. Open the email client in a browser using the URL provided to you.

I If you specified your own email address on the first page, open or bring your email client to the
front.
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_29. Check your inbox for another email (the sender depends on the configuration of the environment
you are using).
I If it has not arrived yet, give it a moment as the uploaded document may still be processed.

Request for pending documents [Reference ID: 94DHC79D]

From cp4badmin@example.com on 2025-10-07 16:38

¥ Details @ Headers = Plain text

Hello John,

This is with reference to your request with reference I1D: 94DHC79D

The address provided in the utility bill you provided does not match the address in your request.

The address in your request is: 172 S Topanga Canyon Blvd, CA, Topanga 90290
The address in the utility bill is: 2381 Augusta Park Marlinton, WV 24954

| Please re-upload a utility bill with the right address on the following page.

You may submit any comments regarding this request by clicking this link.

Regards,
Focus Corp

The email again contains the reference ID as displayed on the final page of the Client Onboarding app.
It lets you know that the address in the Utility Bill that you have uploaded does not match the address
as stored in the onboarding request. It contains a link for you to get back to the Client Document
Upload web page to re-upload a utility bill with the correct address on it.

_30. Click on the link in the email to open the upload page again.
_31. Click on the Upload Document control and this time select Current Utility Bill - Legacy
Consulting.pdf from the location where you downloaded the documents to before.

This utility bill contains the address of Legacy Consulting which matches the address the client
representative captured.

-
Focus Corp P-4

Client

Please upload the requested document(s) to complete your onboarding request.

Upload Document ICurrent utility Bill - Legacy Consulting.pdf I

O Submit Document

_32. Click the Submit Document button to upload the document to the server.

_33. You will again see a confirmation page that lets you know that the file was successfully uploaded.

_34. Close the Client Document Upload browser tab again.
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2.2.1 Checking the automatic email about manual review and posting a
comment

_35. Open the email client in a browser using the URL provided to you.

I If you specified your own email address on the first page, open or bring your email client to the
front.

_36. Check your inbox for a third email (the sender depends on the configuration of the environment
you are using).

I If it has not arrived yet, give it a moment as the uploaded document may still be processed.

Your request is under review [Reference ID: 94DHC79D]

From cp4badmin@example.com on 2025-10-07 16:42

% Details @) Headers = Plaintext

Hello John,
This is with reference to your request with reference ID: 94DHC79D

Your request is being manually reviewed by one of our account managers. We will reach out to you in 2 to 3 business days. Thank you for your patience.

You may submit any comments regarding this request by clicking this link.

Regards,
Focus Corp

The email again contains the reference ID as displayed on the final page of the Client Onboarding app.
It lets you know that your onboarding request is being handled manually by an account manager and
that you can expect a result within 2-3 business days.

You may have noticed that this email and the previous ones also contain a link that allows you to
submit comments to your onboarding request. We will make use of that now.

After having waited for about 2 weeks, you are running out of patience as you quickly need the
services for your business. You will let Focus Corp know that you are very unhappy and require an

immediate response.

_37. Click on the link in the email to open the comments submission page.

_38. Explore Focus Corp.’s comments submission page.

The icon in the top right shows that you are still in the role of the client. The page is simple to use,
providing only a text area to put your comment into and a submit button.

You don’t have to provide your reference id manually as it is included in the URL and will be
automatically sent to the server.

7)) Focus Corp 2
- Client
Share additional details or feedback about your request below

Reference ID:  94DHCTID

Comment

3] Post Comment
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_39. Copy and paste a comment into the field. Select one of these two, that are in different languages
but have the same meaning.

Chinese: XEZXIIEE | HABRIMIER 7 H15 - EESTABKZH - BUEIEAX MO |

German: Das ist unglaublich! Ich habe das Dokument vor zwei Wochen eingereicht und bisher hat sich
noch niemand bei mir gemeldet. Bitte klaren Sie das Problem umgehend!

_40. Click the Post Comment button to submit your comment.

_41. After a short moment you will see a confirmation page that lets you know that the comment was
successfully added.

Focus Corp b 4

Client

Your comment has been submitted successfully. You can either add a new
comment or close the page.

E3)] Add New Comment

_42. Close the Comments Submission browser tab.

2.2.2 Checking the Review Client Onboarding Request task for the Account Mgr
You are now taking the role of a Focus Corp. account manager.
_43. Open or bring back in focus the browser tab of the Client Onboarding front-office intake app.

_44. Click on the hamburger menu icon in the top left corner and select Workplace to switch from the
Client Onboarding app to your general workplace. After a short moment it shows the tasks available to
you.

x Client Onboarding

Dng Client Onboarding Request

Dng Worﬁ)lace

I L Ty S

Workplace is the next generation end-user client that complements the existing Process Portal and
Case Client. It allows launching and working with processes and cases and unifies access to all kinds
of tasks, workflows and cases. Its Workflow Assistant and Task prioritization features are additional
examples of Al built into the product. When Task prioritization is enabled, it uses Al and historic
runtime data to automatically order the tasks in the task list in terms of skill and impact, leading to
workforce efficiency improvements.

_45. Explore Workplace including Workplace Assistant.

When launching Workplace your personal list of tasks is shown (1). You can optionally switch between
Tasks, Workflows, and Cases (2). In the lower right corner Workplace Assistant will be shown (3). It
may only appear with an icon @, and can be shown in full by clicking on that icon.

While you can see process instances on the Workflows tab in Workplace when you have active tasks,
you will not be able to see the case or cases you have started. This is due to how the scenario is
designed, to achieve full separation between multiple users performing the scenario simultaneously.

CPABA Demos and Labs 2026 for CP4BA 25.0.1 Page 20 of 50



Workplace & Lol
On track. At risk Overdue Total tasks
[] 15 16
L ] [
a» © i
Tracking status Priority Name
 Overt Worn poarding R
[0 mowedue Mormat boarding Req
werdue orma !
O mowerhe Hormat Hello. I'm your Workplace
O mowrdie Norma andle Foadback Assistant. What would you
like to do?
[ Overdue MNormal of Service Inquery - Client: 'Peak Potential Learning Inc'
O moverdue Normal Handle Service Inquery - Client: ‘Bright Spark Energy’ ,\ What actions are available in IBM Workplace? )
—
O moverdue Normal 1 Medical Group' (* start a new workflow )
. J
: (" Uist all overdue tasks )
O W Overdue Normal ( s )
- ~
( List all active case instances |
a W Overdue Normal Noti Req \ /
e
(" Show tasks by awner
[ mowerdue Hormal Notil Req N
Ite 10 1-100f 16 item

As employee of Focus Corp, you have plenty of responsibilities and tasks to work on. The default
task list shows all your tasks and may be difficult to navigate when you want to focus on handling
Client Onboarding requests.
For this lab, the task list was pre-populated with a mix of Client Onboarding tasks and some other
tasks. The number and order of the tasks may differ from what is shown in the screenshot. Not all
tasks fit on a single page and the task that originates from your onboarding request for Legacy

Consulting is not even shown, as the list is sorted by Due date.

_46. If required, open the Workplace Assistant chat window. Type Apply saved view Client
Onboarding Request (the name of the saved view is case sensitive) into the Workplace Assistant
window and either hit Enter or click on the blue arrow on the right side of the text field to execute the

command.

Apply saved view Client Onboa|rding Request

Built with IBM watsonx @

Workplace Assistant applies a saved view with the requested name that has been pre-configured by
Focus Corp. to only show tasks originating from Client Onboarding. In addition, the view shows two
additional client onboarding related columns and is sorted by the request being escalated.

If you don’t see the Escalation Status column nor the name of the saved view being displayed in a
black pill next to the magnifying glass, Workplace Assistant has not correctly applied the saved view.
In this case, try again or select the saved view by clicking on the magnifying glass and select it.)

Workflows Cases
a» Q
O Tracking status Priority
v ] At risk Normal
v ] B Overdue Normal
v [ W Overdue Normal
SN RSN I W IR i Y

Review Client Onboardin

Dueon

IBM Workplace Assistant

Escalation Status

B & = Escalated

Apply saved view Client Onboarding Request
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Notification: Review Req
|
watsonx 11:50 AM
Notification: Review Req
| Here are the results:
Task ID: 7807, Name: Review Client Onboarding
ahigifigajiens = dad ol o BAGUESTPMADAIESM IR 2DMA ) LR s AT g

Start workflow o

Client
Legacy Consulting
Department of Commerce

Performance Group

S Y Ry O
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_47. Open the escalated task by clicking on it.

The task for reviewing the Legacy Consulting onboarding request is marked as escalated as you sent
a comment that was identified to imply urgency and an unhappy tone.

If the task is not showing up after some time, please check for any emails with document upload
instructions. In case you are stuck please reach out to one of the instructors for help.

Depending on the network latency it may take a moment until the task page is loaded.

_48. Minimize the Workplace Assistant and explore the task page.

The icon in the top right (1) signifies that you are performing this task as an Account Manager. At the
top (2) the four stages of the request processing are shown. This task is part of the scoreboarding stage
where you as the account manager have to manually assess those onboarding requests that have a
confidence below 80%. The first panel on the left (3) provides a summary of the request, mainly the
Client Name, Reference ID, Approval Status and Escalated Status. The panel below (4) contains
comments related to the request, for example that all required documents have been verified. The main
panel on the right (5) has five tabs. On the Details tab the scoreboard is shown that contains the
segmentation, Legacy Consulting belonging to the Segment 2 clients, the risk assessment, here High
Risk, and the Confidence for the risk assessment, here with 75% being below the threshold to take an
automatic decision based on the risk (the actual values may differ slightly for your onboarding request).

Workplace / Review Client Onboarding Request &
W Normal priority | Due on Oct 7, 2025, 5:42:16 PM

Focus Corp

2

Stages

@ Document Review € Scoreboarding <+ Backend Systems Update i Notification

3, Details Documents Activities History Clien

Client Namo Legacy Consulting

Approval Status  Under Review
Reference o 94DHCT9D Scoreboard
Created on Oct 7, 2025, 4:31:57 PM Segment
Status Active

1= Segment2 v @D vighrisk
Escalation Status  Escalated

Confidence
mment G

4 Q  75%

Onboarding Information

A utility bill was provided by the client and has been
verified automatically.

e utility bill provided does not match
he request. Waiting for the client to
I

cpdbadmin
Waiting for the client to provide pending documents,
et 7, 2025, 4:32:00 P

_49. Check the client’s comments on the Client Comments tab.

As you have noticed that this onboarding request has been escalated, you are starting your review on

the Client Comments tab. You observe that the client is very unhappy as his onboarding request has not
been handled in a timely manner.

The table has one row per comment received from the client with the first column listing the time
when the comment was received.

The client’s comments feature of the Client Onboarding scenario makes use of the genAl activity
within the Workflow capability. The original comment is handed to the genAl activity that makes a
request to a large language model (LLM). A specifically crafted prompt requests the LLM to derive
the tone, purpose, and up to five keywords from the comment. In addition, in case the comment is

not in English, the LLM is requested to translate it into English. The result received from the LLM is
then stored and displayed in the table.
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This usage is an example of how harnessing genAl can help to improve business efficiency by
automatically analyzing comments received by clients and acting upon them automatically (setting
the escalation status of the request) and manually by the account manager.

Details Documents Activities History Client Comments
Date Posted Tone Purpose Keywords Comment
Translation: This is unbelievable! I submitted the document two weeks ago and no one has contacted me yet. Please
solve this issue i diately!
Oct 07, 2025 Two-week delay, No contact bl Rl b

Unfriendly Expedite response T e

3:10 PM . Demand resolution

Original: Das ist unglaublich! Ich habe das Dokument vor zwei Wochen eingereicht und bisher hat sich noch niemand
bei mir gemeldet. Bitte klaren Sie das Problem umgehend!

I Before you continue handling the review of the onboarding request, explore the other tabs in the
main area.

_50. Explore the Documents tab.

The Documents tab shows the document (Account 7250512345) that you had previously selected on
the Review Documents page of the Client Onboarding app. It has been made part of the actual
onboarding request. In addition, the utility bill uploaded by the client that passed the validation is also
part of the onboarding request.

Details Documents Activities History Client Comments

Client Documents

Q Filter list =
Name Size Modified by Last modified Version
@ Account 7250512345 124 KB cp4badmin 10/07/2025 1
[2 Utility Bill - Legacy Consulting 278 KB cp4badmin 10/07/2025 1

Items per page: 20 Items 1-2

_51. For the Utility Bill click on the three vertical dots that appear when you hover over that row and
select Properties to bring up the properties of this document. Click Cancel when done reviewing.

Details Documents Activities History Client Comments
Client Documents
Q Filter list B
Name Size Modified by Last modified Version
[Q Account 7250512345 124 KB cpdbadmin 10/07/2025 1
[@ utility Bill - Legacy Consulting 278 KB cp4badmin 10/07/2025 1 III
Items per page: 20 Items 1-2 View
Download

The properties shown reflect those values that got extracted when the document was uploaded. These
values were also used to compare the address stored in the client onboarding request to the one in the
utility bill.

In an environment with IBM Content Assistant enabled, the document gets indexed, and a summary is
automatically being generated. It is part of the properties shown for the document.

As the text extraction is an asynchronous process, depending on the load of the system and how
quickly you got to this point, you may not yet see the Watsonx Summary being populated. In this
case, check back at a later point, for example as part of step 2.2.4.
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Document properties

Document Title

Utility Bill - Legacy Consulting

Gen Al Date Indexed

10/7/2025, 4:47 PM

Watsonx Summary

The document is an electricity bill for Legacy Consulting, located at 172 S Topanga
Canyon Blvd, CA, Topanga 90290. The bill covers the period from 5/10/22 to
6/10/22, with an amount due of $562.93. The bill includes a CARE Discount and
Climate Credit. Daily usage comparison shows a decrease in electric kWh and gas
therms compared to the previous year. Customer service details and a website for

detailed bill comparison are provided.
Client Name
Legacy Consulting

Reference ID

94DHC79D

Service Address

172 S Topanga Canyon Blvd, CA, Topanga 90290

Y

Cancel Save

_52. Explore the Activities tab.

The Activities tab shows the status and type of all activities of the client onboarding request. Since
this is a case in the Workflow system, you can have a mix of required, optional, and discretionary

activities defined in the case.

The optional “Create New Proposal” activity is ready to be started by the account manager. For
example, if they plan to reject this specific client onboarding request, they may still decide to make a

different onboarding proposal (e.g. for a higher fee) to the client.

The second optional activity, Follow Up with Client, is not yet enabled. The customer representative
will be able to start it in the final Notification stage to initiate any follow up work with client.

Details Documents Activities History
Name
~v Notification

~ Update Backend Systems

v Handle Client Comments
v Perform Scoreboarding
~v Review Documents

“ Follow Up with Client

v Create New Proposal

Client Comments

Status

© Waiting...

© Waiting...

{: Started on Oct 7, 2025, 4:31:58 PM

{: Started on Oct 7, 2025, 4:42:14 PM

@ Completed on Oct 7, 2025, 4:42:15 PM

(O Waiting... | Disable

@ Ready | Start | Disable
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Required

Required

Required

Optional

Optional
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_53. Explore the History tab.

The History tab shows information about different types of events that happened for the client
onboarding request.

Details Documents Activities History Client Comments
C =
Event Details User Last modified on
Comment added to case New client comment received cpd4badmin  Oct 7, 2025, 5:10:37 PM
Activity Completed Review Documents cpdbadmin  Oct 7, 2025, 4:42:15 PM
Activity Started Perform Scoreboarding cpdbadmin  Oct 7, 2025, 4:42:14 PM
R e e e e o o e e SN o A v ol

Now it is important to quickly deal with the onboarding request from Legacy Consulting to avoid further
dissatisfaction.

_54. Go back to the Details tab and scroll to the bottom of the page.

You are mostly interested in the business situation of Legacy Consulting, which is reflected in the
Additional Information section. Yet this is limited to only four core indicators.

You don’t feel comfortable basing your decision on the data available. Fortunately Focus Corp has two
annual reports from Legacy Consulting on file. Due to that, two links are provided. The first one allows
you to view the latest annual report, while the second provides you with access to all annual reports,
which can be beneficial when you want to compare two annual reports. Both can be helpful to gain
deeper insights into Legacy Consulting’s situation.

State Country

CA @ USA

Additional Information | Open Latest Annual ReportlllCompare Annual Reports

Company Age Number of Employees
12 vyears = 30

Annual Revenue
$ 2,500,000 @ oefauiied Payment

iz Re-check Score @ Reject

_5b. First click on the Open Latest Annual Report link, to open the latest annual report in the viewer in
a new window.

In case these links are not shown, close the task by clicking on the Workplace link in the top left
corner and open the task again.
This is an intermittent defect in the Client Onboarding solution, that will be fixed shortly.
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Annual Report 2025 =

Legacy Consulting ¥
Annual Report 2025
1N
. (|
Company Overview .
Legacy Consulting Incorporation, founded in January 2006, entered its 19th year of 0
[N
operations in 2025. The company continues to strengthen its position as a leading provider
of management consulting services, supporting organizations in strategy, transformation,
and operational excellence.

O~ =+ <a d & Q 1 /5 o

Use IBM Content Assistant chat to ask questions about the annual report.

An annual report is normally a lengthy document. Reading through it or even just skimming over it
will take a long time. With IBM Content Assistant available the heavy lifting can be left to it by asking
questions targeted at directly getting the required answers without spending the time to read the
document.

_56. Open the IBM Content Assistant chat by clicking on the round Al icon in the bottom right corner.
I In case the AI chat icon does not appear for you, please close the window and try opening it again.
_57. Enter the following question by copy/pasting it into the chat window.

Summarize this annual report and provide the key factors to support either accepting or rejecting
the client on-boarding request, without requesting any further information.

@ [a] ¢ _i @ @ [m ¢ -

Summary of Legacy Consulting
Annual Report 2025

« Company Overview: Legacy Consulting
Incorporation, founded in 2006, is a
leading provider of management
consulting services, specializing in
strategy, transformation, and operational
excellence.

Hi, I'm your Content + Key Highlights (2025):
’ « Age of Company: 19 years
i * Numb f Empls s: 600 (up from
Assistant. How can I help Nilmbeof Employees .uv Lo
you today? . l/:‘r::z:;jm::.;e‘;zs})n.\, million (5%
« Financial Highlights:

« Revenue: $10.5 million (5%
increase)

« Net Income: $1.53 million (2%
increase)

« Earnings Per Share: $2.81 (2.2%
increase)

« Total Assets: $25.5 million (2%

o increase)
« Total Liabilities: $4.9 million (2%

decrease)

+ Equity: $15.3 million (2% |ncrea°
The document in the viewer is included. * Key Drivers of 2025 Performance:
« Revanue srowth driven by digital

Summarize this annual report and provide the The document in the viewer is included.
key factors to support either accepting or
rejecting the client on-boarding request,
without requesting any further information.
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Study the output. IBM Content Assistant provides a thorough analysis based on the data that is
available in the annual report. Your output might be different from the screenshot because it is
based on a Large Language Model (LLM).

In rare cases the output is not correctly formatted, showing HTML tags. This is a defect that is going
to be addressed in a future version of IBM Content Assistant.

_58. Ask additional questions.
Provide a comparison of the annual revenue and income figures.
or
Provide a comparison of the outstanding debt and financial liabilities.

_59. Close the ICN Viewer windows.

You have learned from the annual report that the revenue is meanwhile at $10.5m. Therefore, you
will revalidate the scoreboard based on the updated annual revenue.

_60. Modify the Annual Revenue to $10,500,000 instead of $2,500,000.

Additional Information  Open Latest Annual Report | Compare Annual Reports

Company Age Number of Employoes

[ ] 12 years L 30

Annual Revenue
$ 10,500,000 Defaulted Payment

CP4BA Demos and Labs 2026 for CP4BA 25.0.1 Page 27 of 50



_61. Click Re-check Score (5) to reevaluate the scoreboard and observe that neither the risk nor the
confidence has changed.

_62. Click on the Compare Annual Reports link, to open a view of all annual reports for Legacy
Consulting in a new window.

Legacy Consulting Annual Reports  x

Search Criteria:  Class: AnnualReportit...  Searchir

ICMBAWTOS
Property options: Match all

Search options: Released version, Both property and text crit...

Search Results

Refresh H Add Document New Export All Actions  ~ E =

Showing results for:

Legacy Consulting Annual Reports

O Name

1 GenAIDatelIn... Watsonx Summary

1 = [l Annual Report 2025 4/16/2026, 6:35 PM  Legacy Consulting, founded in 2006, reported 2025 revenue
of $10.5M, a 5% increase, The company grew to 600
employees, up 50 from 2024. Net income rose 2% to $1.53M.

The balance sheet shows $25.5M in assets and $4.9M in

liabilities. The outlook anticipates moderate growth in 2026,
focusing on digital consulting and Al analytics.
O = [ Annual Report 2024 4/16/2026, 6:35 PM  Legacy Consulting, founded in 2006, is a leading management
consulting firm with 550 employees. In 2024, the company
reported $10 million in revenue, a 25% increase from 2023,
and $1.5 million in net income. Total assets grew to $25
million, while liabilities decreased to $5 million. The company
is well-positioned for continued growth in 2025, investing in

new talent and expanding service offerings.

Total: 2 Items1-2

_63. Select both annual reports by checking the box in front of each entry and click on the Compare
button that is activated by that.

ICN

3
Legacy Consulting Annual Reports x

Search Criteria: Annual Report including subclasses ichin: ICMBAWTOS

Search options: Released version, Both property and text criteria  Pro

2ty options: Match all
Search Results

l Refresh Add Document New Export All

Compare

| Actions -
Showing results for: Legacy Consulting Annual Reports

Name 4 GenAIDateln... Watsonx Summary
L

Q [2 Annual Report 2025 4/16/2026, 6:35 PM

Legacy Consulting, founded in 2006, reported 2025 revenue of $10.5M, a 5%
increase. The company grew to 600 employees, up 50 from 2024. Net income
rose 2% to $1.53M. The balance sheet shows $25.5M in assets and $4.9M in

liabilities. The outlook anticipates moderate growth in 2026, focusing on digital
consulting and Al analytics.

[2 Annual Report 2024 4/16/2026, 6:35PM Legacy Consulting, founded in 2006, is a leading management consulting firm

with 550 employees, In 2024, the company reported $10 million in revenue, a

25% increase from 2023, and $1.5 million in net income. Total assets grew to
$25 million, while liabilities decr

o 2
sed to $5 million. The company is well- D 2 %
positioned for continued growth in 2025, investing in new talent and expanding Properties
| service offerings.
S Class: Annual Report
Total: 2 Items1-2 Items selected: 2 Unselect All 1 ‘ >

The IBM Content Assistant chat window gets expanded with the context set to the two documents
selected in comparison mode.
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_64. Click Skip additional instructions and type Compare these documents.

@ @ b c -||e @ (M ¢ -

28PM

You 4:27 PM Skip Additional instructions

Compare selected documents
Compare these documents

Q—Q watsonx 4:27 PM 7

° @ watsonx 4:29 PM
Type additional instructions below or click
*Skip additional instructions' to proceed Comparison of Legacy
directly to view the comparison without Consulting Annual Reports

providing additional guidance.

(2024 vs. 2025)
(_ skip additional instructions ) Company Overview

« Age of Company:
* 2024:18 years
e 2025:19 years
+ Number of Employees:
* 2024: 550 employees (up from 500
in 2023, a 10% increase)
* 2025: 600 employees (up from 550
in 2024, a 9.1% increase)
« Annual Revenue:
* 2024: $10 million (up from $8
million in 2023, a 25% increase)
* 2025: $10.5 million (up from $10
million in 2024, a 5% increase)

° Financial Highlights °

+ Revenue:
In Comparison Mode. 2 documents selected.

Compare these documents| > | ’

—

IBM Content Assistant creates a comprehensive comparison between the two financial reports with a
wealth of information that would be very challenging and time-consuming to create manually from these
two documents.

_65. Close the ICN window.

Despite the positive financial data in the annual reports that IBM Content Assistant helped you
review, you consider the risk of onboarding Legacy Consulting to the requested services as too high
and will therefore reject their onboarding request.

_66. Click Reject (5) to reject the onboarding request by Legacy Consulting.

This will trigger an email to be sent to the client with the final onboarding decision.

When you complete a task, the task may still be shown for some seconds in the task list in
Workplace. It will disappear when the task list auto-refreshes itself.

2.2.3 Checking the automatic email about rejected onboarding
Switch into the role of the client Legacy Consulting.

_67. Open the email client in a browser using the URL provided to you.

I If you specified your own email address on the first page, open or bring your email client to the
front.
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_68. Check your inbox for a fourth email (the sender depends on the configuration of the environment
you are using).

Your request has been rejected [Reference ID: 94DHC79D]

Hello John,

This is with reference to your onboarding application with reference ID: 94DHC79D

Your onboarding request has been rejected. For any questions, please use our live chat.

Regards,
Focus Corp

_69. Check the email that contains the reference ID as displayed on the final page of the Client
Onboarding app. It lets you know that your onboarding request has been rejected.

2.2.4 Checking the Client Rep notification about rejected onboarding

You again assume the role of the Client Rep who checks on the outcome of the onboarding requests

they started.

_70. Switch back from the email client to the browser window containing the Client Onboarding app

and Workplace.

_71. Open the escalated “Review Client Onboarding Request” task for Legacy Consulting that is
available to you as account manager by clicking on it.

Workflows  Cases

a» ©
[ Trackingstatus  Priority
| Atrisk e
] m Overdue o
1 WO N

Apr19,2026,511:38PM  Escalated Legacy Consuling

Apr 16, 2006, 247:19 PM Haalth for Lile Co

pr 16, 2026, 250:34 PM

A 16, 2026, 2:50:21 PM
Apr 16, 2026, 2:50:28 PM

Apr 16, 2026, 2:50:32 PM

Apr 16, 2026, 2:47:58 PM

_72. Observe the Approval Status that shows that the client onboarding request was rejected.

_73. Expand the Workplace Assistant chat window again by clicking on the icon and type Summarize
task to get an automatically created summary of the task.

IBM Workplace Assistant

i

@wa(sonx 4:38PM

and Escalation Status.

sl P i P~is. gl

(]

You 4:38 PM

Summarize task

B gl ™

The task with ID 7839 is named "Notification:
Review Request Completed" and is owned by
cpdbadmin. It has the highest priority and is due on
April 19, 2026, at 5:35:28 PM. The task is currently
at risk and has been since April 19, 2026, at

4:35:28 PM. The task is part of the process instance
"Notification:6533" and has business data
associated with it, including CF CO Status, Client,

il ek

[Task selected: Notification: Review Request Completed

4
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The summary contains some useful information. In the background Workplace Assistant is using a
large language model (LLM) to generate the summary for the currently active task.

_74. Alternatively, check the Client Comments tab to understand why this case is marked escalated.

Workplace | Notification: Review Request Completed @

Very high priority | Due on Oct 7, 2025, 9:19:51 PM :
= =
[0] Focus Corp

L Client Rep
Stages
© Document Review © Scoreboarding @ Backend Systems Update € Notification
. Details  Documents  Activities  History  Client Comments
Client Name Legacy Consulting
Roforence ID 94DHC79D Scoreboard
Created on Oct 7, 2025, 4:31:57 PM Sagment
Status. Active = Segment2 - c High Risk
Escalation Status  Escalaled
Add comment &) Confidencs
@ 75%
@ cpabadmin
The review for the onboarding request is now
complete and the client has been notified of Onboarding Information A
the approval status.
5, 8:19:51 PM
@ cpabadmin
New cli omment received
e TR,

IR el o o B e A i, b B o i s s s sl o

_75. Check the Activities tab.

All required activities except the one you are in and the one that is used to receive client comments
are completed now.

In addition to the optional activity Create New Proposal that has been ready before, now the
optional activity Follow Up with Client is also ready. The client representative may decide to
connect with the client as their onboarding request was rejected and Legacy Consulting was
unhappy with the delayed response, to discuss how they could still be onboarded or explain the
decision. Alternatively, the client representative may decide to create a new proposal for Legacy
Consulting to still allow them to onboard to services from Focus Corp. but for example with different
subscriptions fees.

Yet these activities are optional, as the customer representative may choose not to perform any of
them but just complete the notification.

Details Documents Activities History Client Comments
¢ =
Name Status Type
v Handle Client Comments q Started on Oct 7, 2025, 4:31:58 PM Required
v Notification 4 Started on Oct 7, 2025, 8:19:49 PM Required
v Perform Scoreboarding @ Completed on Oct 7, 2025, 8:19:48 PM Required
v Review Documents @ Completed on Oct 7, 2025, 4:42:15 PM Required
v Update Backend Systems @ Completed on Oct 7, 2025, 8:19:50 PM Required
v Create New Proposal @ Ready | Start | Disable Optional
v Follow Up with Client @ Ready| Start | Disable Optional
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_76. Click Complete Onboarding Request to complete the task. This closes the task and brings you
back to the work list for the client representative.

_77. Click on the hamburger menu icon in the top left corner and select Client Onboarding Request
to switch back to the Client Onboarding app.

Clwen{,,?nboard ing Request

Dn Workplace
A g P pn g

I This completes the part of the exercise where you actively perform steps.

2.2.5 Review of Stages Performed Automatically

This section provides information on how different aspects that happen automatically as part of the
Client Onboarding are performed. You will not actively need to perform any steps, just read about
them. In chapter 3 you will again work directly with the Client Onboarding solution.

As part of the above client onboarding workflow, you worked on the second (Scoreboarding) and fourth
(Notification) stage of the request processing. The first (Document Review) and the third (Backend
Systems Update) stages were automatically completed, and no manual activities were needed to be
performed.

2.2.5.1 Document Review

=

reboarding © Backend Systems Update @ notification

o]
w
s

The first stage during processing the onboarding request is the Document Review stage. For the above
request you have specified in the front-office intake app that only one of the two required documents
are verified while the second (utility bill) was pending.

This caused the client to receive an email about the utility bill document they need to upload. While the
onboarding request was started and the Document Review stage became active, it only contains an
automatic activity that waits for a utility bill to be added to the case.

With the client uploading a valid utility bill that is attached to the request, the automatic activity gets
started, performs some processing, and completes. This makes the Document Review stage complete
as well. The verification of the utility bill is done by matching the extracted address from it with the
address stored in the onboarding request. Only if both match the utility bill is accepted otherwise as
seen another email is sent to upload a utility bill with the correct address.

2.2.5.2 Backend Systems Update

(@ Document Review @ Scoreboarding @ Backend Systems Update @ Notification

As part of the Backend Systems Update stage, Focus Corp. needs to update some of its legacy
systems of record:

e Thefirstis the Client Management System. It offers a Java rich client to add or update data.

e Thesecond is the Service Management System. It offers a web interface to interact with it.

As Focus Corp. strives for a high level of automation, they want to update the legacy systems
automatically without involving a user. This also helps to remove the risk of potential human errors
when copying and pasting information from one system to another. Therefore, they apply IBM Robotic
Process Automation (RPA).

The execution of the RPA bot happens automatically in the background. To get an impression how the
bot operates the following screenshots explain the steps performed.
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The first step is to create a client record or update an existing client record in the Client Management
System and to retrieve the Client ID for the client:

e The bot starts the Client Management System (with a Java UI) and logs into it.
Login - O ¥

UserlD = admin

Password = ........|

‘ Exit ‘ | Login ‘

e The bot enters all values from the Client Onboarding solution into the respective fields, clicks on the

Add/Update Client button, and retrieves the Client ID from the output text.

Client Name: LLegacy Consulting J

Onboarding Status: jReJeded ‘

Primary Contact
Name: |John Doe Phone: |424-888-1234
| Email: %]doe@example.com j

Client Address

Street: [: Topanga Canyon Blvdl Unit: 410 j
City: h’opanga - J State: [CA o J
| T |

Zip Code: 90290 Country: |USA
Company Age: ‘12 \
Number of Employees: |3U ’

Financial History
Annual Revenue($): 2500000

[v] Defauited Payment

Segment
) Segment 1

@ Segment 2

Legacy Consulting has been added or updated into system with Client ID:
66083728

{ Add/Update Client H Query ] Exit }

e Finally, it closes the Client Management System by clicking on Exit.

As we rejected the onboarding request in the Scoreboarding stage, the bot does not need to record the
services the client wants to onboard to in the Service Management System.

These two System of Records in our scenario are just mockups of potential real client systems. They
represent systems that don’t offer APIs at all to programmatically interact with them or where parts

like updates are just exposed through the native UI and not an API. Such systems can easily be
automated using the RPA capability.
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3 Exercise: Onboarding a Client with High Confidence Level
(Fully Automated)

3.1 Introduction

In this exercise, Automation Elite Inc. wants to subscribe to one service from Focus Corp.’s financial
services.

You will again take over the role of the client representative, a Focus Corp. employee, who is on the
phone with Automation Elite Inc. for this request. Initially, you collect all the required information
before you submit the request.

Based on the information contained in the submission, the scoreboarding activity will classify
Automation Elite Inc. as a Segment 1 client with a low risk profile and an assessment confidence equal
or greater than 80%. Therefore, this onboarding request will be handled automatically without a
manual review required by the account manager. The client will be informed about the decision via
email while you, as the client representative, will get a notification task as you initiated the onboarding
request.

This path through the onboarding scenario exemplifies one of the main goals when embarking on an
automation journey, which is to automate business transactions as much as possible reducing the
number of involved employees and therefore reducing cost, time required and manual errors.

3.2 Exercise Instructions

You will use the user assigned to you to perform all tasks as the client representative.

To remind you which role you currently perform, most screens show a Client Rep icon and label in the
top right corner.

Client Rep

For this exercise, you will only assume the role of the Client Rep.

3.2.1 Taking the call from Automation Elite Inc. and collecting base information
_78. If not already shown, navigate back to the Client Onboarding Desktop.

_79. As the Client Representative type Auto in the Client Name text field in the left panel to search for
Automation Elite Inc. which is also an existing client of Focus Corp.

_ =
)l Focus Corp P4

Client Rep

Look for existing client information using the
auto-complete and click on the Search button to
get their information.

Client Information

Enter the information of the client being onboarded.

Client Name X X
Primary Contact Details

ﬂ Auto
s — First Name

Automation Elite Inc.
|

Last Name

Search & &

Email Phone Number

P Y ¥ e v P W O SRl oY e e
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_80. Click on Automation Elite Inc. once the type-ahead feature offers it.

_81. Click on Search that got enabled when selecting Automation Elite Inc. to load the details for the
client into the panel on the right. It retrieves the client details using integration with the Workflow

capability.

Look for existing client information using the
auto-complete and click on the Search button to
get their information.

Client Information

Enter the information of the client being onboarded.

Client Name

Automation Elite Inc.
First Name

Primary Contact Details

Last Name

&  sample

Email

@  jmarie@example.com

Phone Number

% (517)555-0000

Main Business Address

Street

A 3974 Carson St

Unit

# 1A

city Postal / Zip Code
4 Lansing ® 48911
State Country
MI @  United States of America v
Additional Information
Company Age Number of Employees
£  30years & 75

Payment History
(I NoDefautted Payments

—itno. o b o e Pttt G Rt Bt g o gt P

Annual Revenue

$  50,000,000.00

_82. The Email field is pre-populated with the local email address of your user and is read-only.

Email

@ usr001@example.com

In case the environment you are using is configured to use an external email server, optionally
replace the Email with an email address of your choice that you can use to receive client emails
associated with the scenario.

_83. Select Finance in the Industry drop-down list as Automation Elite Inc. requests to onboard to one
service in that domain.

I Selecting an entry from the drop-down dynamically changes the options in the services to onboard.

E. No Defaulted Payments

$  50,000,000.00

Service Onboarding Information

Select the industry for which the services are  Select the services that the client is
being offered interested in

[] Education Funding

I:‘ Green Technology Equipment
Federal [ 1nfrastructure Consultation
[[] Transport Security

ta Federal

lealthcare

Insurance
Telecom
Services Fae
$ 000

B Review Documents
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_84. Check Corporate Credit Card as the service that Automation Elite Inc. wants to onboard to.

_8E5. Click Calculate Services Fee to calculate the fees and get potential upsell recommendations.

$  50,000,000.00 C- No Defaulted Payments

Service Onboarding Information

Select the industry for which the servicesare  Select the services that the client is
being offered interested in

P Finance o Corporate Credit Card
] Tax Consultation
$ Calculate Services Fee

"] Fraud Protection
Y

Services Fee

$ 0.00

B Review Documents

The fees are calculated by an external service pricing engine build using prescriptive rules. The
additional services that the client representative could offer as upsell opportunity to the client are
currently also based on prescriptive rules but could also be generated based on a machine learning

model.
Annual Revenue Payment History
$  50,000,000.00 (I o Defautted Payments

Service Onboarding Information

Select the industry for which the services are Select the services that the client is interested in
being offered
B Corporate Credit Card

E  Finance v ] External Audit
] Tax Consultation
["] Fraud Protection

s Calculate Services Fee

Services Fee Additional services the client may be interested in

$  13,500.00 External Audit
Fraud Protection

B Review Documents

_86. Click Review Documents to navigate to the next page.

B Review Documents
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3.2.2 Verifying required documents and submitting the onboarding request

_87. Explore the second page of the Client Onboarding app.

The left pane lists all information provided on the previous page. On the right pane all documents that
may be relevant to this onboarding request are listed with their individual status of either Pending
(Default), Verified, or Not Required. At the bottom a list of all potentially relevant documents Focus
Corp. already has for Automation Elite Inc. is shown.

@ Focus Corp

Automation Elite Inc.

Primary Contact Details

Review Documents

Al Assisted Review

June Marie Sample
517-555-0000
jmarie@example.com

Document Name

Main Business Address

Review existing documents and mark them as pending if they need to be (re)uploaded

1A-3974 Carson St Banking Information Pending
Lansing, MI - 48911
USA

Utility Bill Pending

Additional Information

Company Age 30 years

Number of Employees 75
$50,000,000

Defaulted Payment No

Annual Revenue

Service Onboarding Information

]
O
O
|
O

B Certificate of Incorporation - Automation Elite Inc
Services Fes  §13,500 e :

Services Requested [= utility Bill - Automation Elite Inc

Corporate Credit Card & June Marie - Driver's License

Items per page: 20

te with this request

[ Banking Information - Automation Elite Inc

1-4 of 4 items

Document Status

“ Back 4

4]

Submit Onboarding Request

_88. View the Banking Information — Automation Elite Inc.pdf document by clicking the three dots
at the right end of the row that appear when you hover over the line and selecting View. This opens the
document in the integrated viewer. Afterwards close the viewer window again.

Select the documents that you want to associate with this request

Name

[=] Banking Information - Automation Elite Inc
[2 Certificate of Incorporation - Automation Elite Inc

[= Utility Bill - Automation Elite Inc

Oo0ood

[8d June Marie - Driver's License

Items per page: 20

R Banking Information - Automation Elite Inc

B O % & @ ok I @

1-4 of 4 items

Elc: o -

Banking Information

Focus Corp

s

Client Name
Selo Automation Elite Inc.

it the mantnl sarvices fee.

Bank Name
The Digital Bank

Bank Phone Number
+1-289-333-1234

Bank Address

2190 New Orchard Road, Armonk, New York - 10504

B- =~ R @ @ Q
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_89. Select Verified for Banking Information and Utility Bill.

This reflects the documents required for the selected service and the fact that these two documents
are already available.

) Focus Corp

Automation Elite Inc. Review Documents

Al Assisted Review

Primary Contact Details

June Marie Sample R
517-555-0000

jmarie@example.com

eview existing documents and mark them as pending if they need to be (re)uploaded

Document Name Document Status
Main Business Address
1A-3974 Carson St Banking Information Pending v
Lansing, MI - 48911
USA Pending
Utility Bill Verified %

Additional Information Not Required
S T Select the documents that you want to associate with this roquest
Number of Employees 75
Annual Revenue $50,000,000 o
Defaulted Payment No O o

< - A @ Banking Information - Automation Elite Inc
Service Onboarding Information O e
oy 413500 O [ Certificate of Incorporation - Automation Elite Inc
Services Requested B [ utility Bill - Automation Elite Inc
Corporate Credit Card (| [ June Marie - Driver's License

Items per page: 20 1-4 of 4 items

_90. Check the boxes for the two documents Banking Information - Automation Elite Inc.pdf and
Utility Bill - Automation lite Inc. in the document list at the bottom to make these two documents
part of the request when you submit the onboarding request.

@ Focus Corp

Automation Elite Inc. Review Documents

Al Assisted Review

Primary Contact Details

June Marie Sample Review existing documents and mark them as pending if they need to be (reJuploaded.
517-555-0000

jmarie@example.com

Document Name Document Status
Main Business Address
1A-3974 Carson St Banking Information Verified v
Lansing, MI - 48911
USA
Utility Bill Verified v
Additional Information
Eompsny Age 20 vears Seloct the documents that you want to associate with this request
Number of Employees 75
An $50,000,000 (o)
Defaulted Payment No

5 5 Banking Information - Automation Elite Inc
Service Onboarding Information

< " $13,500 [ Certificate of Incorporation - Automation Elite Inc
ervices Fee 4

Services Requested Utility Bill - Automation Elite Inc

Corporate Credit Card &8 June Marie - Driver's License

Items per page: 20 1-4of 4 items

« Back 4 Submit Onboarding Request

Alternatively, you could have also used the AI Assisted Review feature the same way you did for
Legacy Consulting.

_91. Click Submit Onboarding Request to complete Automation Elite Inc.’s request and navigate to
the final confirmation page.

The submission may take a few seconds during which you might notice a little spinner icon next to the
Client Rep icon. Please wait until you are taken to the third page.

o a
0, O

Client Rep
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3.2.3 Onboarding request confirmation page
_92. Explore the third page of the Client Onboarding app.

The left pane again lists all information provided on the first page. The right-hand side provides a
reference ID for the request that the client rep can share with the client and a comment that an email
was sent to the client about their request.

(@) Focus Corp a-
Client Rep

Automation Elite Inc. Confirmation

Primary Contact Details The onboarding application has been submitted successfully.

June Marie Sample | The reference ID for the requestis: JHTVVDBL

517-555-0000

marie@example.com Please ask the client to monitor their email for further updates.

Main Business Address

1A-3974 Carson 5t
Lansing, MI - 48911
USA

o Start a New Request

Additional Information
Company Age 30 years
Number of Employees 75

Annual Revenue $50.000,000

Defaulted Payment No

Service Onboarding Information
Services Fee  $13,500

_93. Click on Start a New Request to get back to the first page to be able to continue onboarding more
clients to Focus Corp.’s services.

3.2.4 Checking the automatic email

_94. Open the email client in a browser using the URL provided to you.

I If you specified your own email address on the first page, open or bring to the front your email
client.

_95. Check your inbox for an email (the sender depends on the configuration of the environment you
are using).

Your request has been approved [Reference ID: JHTVVDBL]

From cp4badmin@example.com on 2025-10-08 11:53

% Details @) Headers = Plain text

Hello June Marie,
This is with reference to your onboarding application with reference ID: JHTVVDBL
Your onboarding request has been approved. For any questions, please use our live chat.

Regards,
Focus Corp

The email contains the reference ID as displayed on the final page of the Client Onboarding app. It lets
you know that your onboarding request has been approved.
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3.2.5 Checking the Client Rep notification about automated onboarding

_96. Switch back from the email client to the browser window containing the Client Onboarding app.

_97. Click on the hamburger menu icon in the top left corner and select Workplace to switch from the
Client Onboarding app to your general workplace. After a short moment it shows the tasks available to
you.

X Client Onboarding

Dog Client Onboarding Request

Dng Worﬁglace

I D T =

When you complete a task, the task may still be shown for some seconds in the task list. It will
disappear when the task list auto-refreshes itself.

_98. Open the “Notification: Review Request Completed” task for Automation Elite Inc. that is
available to you as client rep by clicking on it.

Workplace @ il
On track At risk Overdue Total tasks
0 0 16 16
[ |

Workflows Cases
a» Q Client Onboarding Rec X Q = Start workflow +

O Tracking status Priority Name Due on Escalation_Status Client
~ |:| W Overdue Normal Notification: Review Request Completed QOct 7, 2025, 9:35:25 AM Department of Commerce
v H W Overdue Normal Review Client Onboarding Request Oct 7, 2025, 9:34:52 AM Evergreen Assurance Group
~ ] W Overdue Normal Review Client Onboarding Request Oct 7, 2025, 9:34:51 AM Health for Life Co
v u W Overdue Normal Notification: Review Request Completed Oct 7, 2025, 9:35:26 AM Performance Group
v [l W Overdue Normal Notification: Review Request Completed Oct 7, 2025, 2:12:52 PM Automation Elite Inc.
v |_| W Overdue Normal Notification: Review Request Completed Oct 7, 2025, 9:35:26 AM Environmental Protection Agenc
v [] W Overdue Normal Review Client Onboarding Request Oct 7, 2025, 9:37:21 AM Global Assurance Partners
v L]

B Overdue Normal Notification: Review Request Completed Oct 8, 2025, 12:54:04 PM Automation Elite Inc. l

Depending on the network latency it may take a moment until the task page is loaded.
For this lab, the task list was pre-populated with a mix of Client Onboarding tasks and some other
tasks. The number and order of the tasks may differ from what is shown in the screenshot.
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_99. Observe the Approval Status on the task page that shows that the client onboarding request was
Approved.

Workplace / Notification: Review Request Completed @
W Normal priority | Due on Oct 8, 2025, 12:54:04 PM

@ Focus Corp p 4
Client Rep
Stages
) Document Review © Scoreboarding © Backend Systems Update 4 Notification
. . Details Documents Activities History Client Comments
Client Name Automation Elite Inc.
Approval Status  Approved
Reference 1D JHTVVDBL Scoreboard
Created on Oct 8, 2025, 11:53:51 AM Segment
Status Active = Sl - C’ Low Risk
Escalation No value
Status
Confidence
Add comment G
= € 100%
© cpabadmin
The review for the onboarding request is Onboarding Information v

now complete and the client has been
notified of the approval status.

Oct 8, 2025, 11:54:04 AM

Complete Onboarding Request

_100. Explore the Documents, Activities, and History tabs.

The Documents tab shows all documents that you had previously selected on the Review Documents
page of the Client Onboarding app. They have been made part of the actual onboarding request.

Details Documents Activities History Client Comments

Client Documents

Q Filter list D
Name Size Modified by Last modified Version
Q Banking Information - Automation Elite Inc 125 KB cpdbadmin 10/08/2025 1
@ Utility Bill - Automation Elite Inc 396 KB cp4badmin 10/08/2025 1

Items per page: 20 Items 1-2

The Activities tab shows the status and type of all activities of the request. Since this is a case in the
Workflow system, any discretionary activities defined in the case would be available here so that they
can be started by the client representative.

All required activities except the one you are in and the one used to handle incoming comments
from the client are completed now.

Two optional activities “Create New Proposal” and “Follow Up with Client” activities are ready to be
started. The client representative may decide to connect with the client as their onboarding request
was approved to discuss the next steps to utilize the service. In addition, the client representative
may also decide to create a new proposal for Automation Elite Inc. to upsell additional services.
Yet these activities are optional, as the customer representative may choose not to perform any of
them but just complete the notification task.
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Details Documents Activities History Client Comments

Name Status

v Handle Client Comments {: Started on Oct 8, 2025, 11:53:52 AM

v Notification {: Started on Oct 8, 2025, 11:53:56 AM

~ Perform Scoreboarding @ Completed on Oct 8, 2025, 11:53:56 AM
v Review Documents @ Completed on Oct 8, 2025, 11:53:54 AM
v Update Backend Systems @ Completed on Oct 8, 2025, 11:53:57 AM
v Create New Proposal @ Ready | Start | Disable

v Follow Up with Client @ Ready | Start | Disable

Type

Required

Required

Required

Required

Required

Optional

Optional

The History tab shows information about different types of events that happened for the request.

Details Documents Activities History Client Comments

Event Details User

The review for the onboarding request is now complete

4badmi
and the client has been notified of the approval status. S

Comment added to case

Activity Completed Update Backend Systems cpdbadmin

C

1%

Last modified on

Oct 8, 2025, 11:54:04 AM

Oct 8, 2025, 11:53:57 AM

B T B R I P e I I e ] P 7

_101. Click Complete Onboarding Request to complete the task. This closes the task, brings you back
to the work list for the client rep and completes the fully automated onboarding for a low risk, high-

confidence client like Automation Elite Inc.

This completes the part of the exercise where you actively perform steps.

CP4BA Demos and Labs 2026 for CP4BA 25.0.1

Page 42 of 50



3.2.6 Review of Stages Performed Automatically

As part of the above fully automated client onboarding workflow you directly worked on the fourth
stage (Notification) of the request processing. The three stages before that were already automatically
completed and did not need manual activities.

This section provides information on how different aspects that happen automatically as part of the
Client Onboarding are performed. You will not actively need to perform any steps, just read through
them. In chapter four you will again work directly with the Client Onboarding solution.

3.2.6.1 Document Review

© Backend Systems Update @ nNotification

®
w
=3

reboarding

The first stage during processing the onboarding request is the Document Review stage. For the above
request you have specified in the front-office intake app that the two required documents are already
verified. Therefore, this stage completes automatically.

3.2.6.2 Scoreboarding

2 Document Review ©  Scoreboarding © Backend Systems Update @ notification

As described before, the Scoreboarding stage consists of two activities:

e The first activity automatically applies prescriptive rules and an AI model. It determines the
segment this client belongs to, the risk associated with onboarding the client and the confidence of
the assessment.

e The second activity is to manually review the onboarding request. However, in the request you
created, the calculated confidence of the assessment is equal or above 80%. Therefore, the second
activity to manually review the request by an account manager is skipped.

For your request the client has been automatically onboarded, and the Scoreboarding stage has been
automatically completed.

3.2.6.3 Backend Systems Update

& Document Review @ Scoreboarding @ Backend Systems Update @ nNotification

As looked at before in the Backend Systems Update stage, Focus Corp. needs to update some of its
legacy systems of record:

e Thefirst is the Client Management System. It offers a Java rich client to add or update data.
e The second is the Service Management System. It offers a web interface to interact with it.

Striving for a high level of automation Focus Corp. wants to update the legacy systems automatically
without involving a user. This also helps to remove the risk of potential human errors when copying and
pasting information from one system to another. Therefore, they apply IBM Robotic Process
Automation (RPA).

The execution of the RPA bot happens automatically in the background. To get an impression how the
bot operates in this case where the client was onboarded the following screenshots explain the steps
performed.
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The first step is to create a client record or updating an existing client record in the Client Management

System and to retrieve the Client ID for the client:
The bot starts the Client Management System (with a Java UI) and logs into it.

[
i@ Legin - m] x
UserID admin
Password :  |esessees |
Exit | ‘ Login |
e The bot enters all values from the Client Onboarding solution into the respective fields and clicks on
the Add/Update Client button and retrieves the Client ID from the output text.
[ Client Management System = a X
Client Name: |Automation Elite Inc J
Onboarding Status: ’Approved ]
 Primary Contact
[Name: |June Marie Sample | Phone:  [517-555-0000
| Email: llman’e@example‘com ]
Client Address
Street:  |3974 Carson St Unit: 1A
City: Lansing State: Mi
Zip Code: |48911 Country: |nited States of America
Company Age: |30 ‘
Number of Employees: |75 J
Financial History
Annual Revenue: 50000000
("] Defaulted Payment
- Segment
® Segment 1
O Segment 2
Automation Elite Inc. has been added or updated into system with Client ID:
82738058
l Add/Update Client “ Query- I Exit ‘
e Finally, it closes the Client Management System by clicking on Exit.
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The second step is to record the services the client wants to onboard to in the Service Management
System. This only applies when the onboarding request has been accepted, as it has been for
Automation Elite Inc. during the Scoreboarding stage.

e The bot starts a browser, navigates to the home URL for the Service Management System, and
logs into it.

@ Focus Corp

Service Management System

Vs D
Pessword

[ [ =)

The bot enters the Client ID retrieved from the Client Management System as well as the client

name, industry, services to be signed up to, and services fees from the Client Onboarding solution
into the respective fields and clicks Add.

I@ Focus Corp

Service Management System
ClewD:  [oarios | Cliot Neme:
orporate Credit Card
Industry: Finance v | Signed Services:

Services Fees: | 13500

Services have been recorded successfully.

Add 1l Exit |

Finally, the bot clicks Exit to logout from the Service Management System and closes the browser
window.

These two System of Records in our scenario are just mockups of potential real client systems. They
represent systems that don’t offer APIs at all to programmatically interact with them or where parts

like updates are just exposed through the native UI and not an API. Such systems can easily be
automated using the RPA capability.
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4 Exercise: Explore the Business Performance Center Dashboard

4.1 Introduction

In this final exercise you switch into the role of the business owner of the Client Onboarding business of
Focus Corp. You need to understand how your business performs and what actions to take to expand
your business or course correct if needed.

For this purpose, you will make use of Business Performance Center (BPC) as part of IBM Business
Automation Insights (BAI). BPC provides easy to use and meaningful dashboards to visualize business
relevant KPIs for lines of business to have a near real-time view on their business operations.

4.2 Exercise Instructions

You continue to use the same user to access the BPC dashboard. You will see live data, so it may differ
from the screenshot shown and may change over time as you and other participants perform
onboarding requests.

_102. Open the Business Performance Center (BPC) using the link for your environment.

_103. On the Dashboards tab that is shown click on the Client Onboarding Completed dashboard.

oud Pak | Automation

] = o0 _—
Dashboards ~ Goals r22 Data permissions

Dashboards (10)
Q s X .
Dashboards display and track the performance of measurementsina Search Recently updated h All dashboards ~ Import [ Create +

visual way.

Owner: cpabadmin

Client Onboarding Completed

- - . Last updated: 2/28/2022, 5:03:04 PM
Custom visualizations for completed client onboarding requests.

B T W N R P L T R S T — B S S SN v
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_104. Explore the different types of charts and information in the dashboard.
< Client Onboarding Completed = menme  oaner: cpadmin PN Refesh G0 L4 O

Business Goal
Focus Corp's top Client Onboarding KPT Completed

Average Revenue from Service Fees for Approved Clients Pl Highest Service Fee by Industry Sector

om0
o . l I I I
Finanos Federa Heaithcare rsurance Telec
Industry

Activity Duration Distribution in Case Completion PR Approvals by Industry P Services Subscription by Industry with Drilldowns
PP TSY] - |

@ Aproved @ Rejested

1#43%

184%

224%

Approvals by Industry Heatmap S Approval Count of High-Risk Cases

E e *

A

11172021, 8:43:00 P 111112021, 10:42:00 F

Approval Status Date

Client Onboarding Data P Completed Cases per Day

Average Approval Confidence Level

Service Fee Industry Country Appre

18,000 Federal Canada Rejer

Complated Cases.

Date Auerage Company Revenus

Some examples of how to use the data based on the screenshot above are:

= Inthe Approvals by Industry chart (second row, center) hover over the two segments in
the inner circle to see which segment shows the approved and which the rejected
onboarding requests and their respective percentage. You can then hover over the segment
in the outer circle to see from which industries these are coming and their percentage.

You might for example see that your business is weak in the insurance sector (brown color
above) with a significantly high number of onboarding requests being rejected. This may
lead you to investigate this issue more deeply and start an advertisement campaign.

= This is especially true looking at the Highest Service Fee by Industry Sector chart (first
row, right) which indicates that in the Insurance industry you earn the highest service fees.

= Incasethe Approval Count of High-Risk Cases chart (second in the third row) shows a
high and potentially increasing number of approvals for high-risk onboarding request, you
might want to investigate the cause of this. One reason might be that the machine learning
model needs to be retrained or the threshold for the confidence needs to change. Another
reason could be that your account managers approve too many high-risk onboarding
requests to not lose business which may have a negative effect on the risk profile of your
business.

» The Completed Cases per Day chart (second in the third row) can help you to see the
distribution of completed onboarding request per day over a period of time. It also provides
you a forecast based on past activity. This can enable you to plan your budgets and
capacity.
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5 Usage of (generative) Al to enhance the Client Onboarding
solution

5.1 Overview of Al features in Cloud Pak for Business Automation

Over the last couple of releases the capabilities in Cloud Pak for Business Automation have been
extended to include various forms of Al features.

At the beginning, Automation Decision Services introduced the ability to incorporate machine learning
models into rule-based decisions and Workflow added machine learning based task prioritization.

With the advent of Assistants and generative Al, several great features have become available in late
2024 and 2025:

¢ IBM Content Assistant (documentation)
The Content Assistant provides natural language insights about business content in your IBM
FileNet Content Manager repository. It saves you time by avoiding manual, repetitive review of
document content and allows you to quickly find information across large volumes of content.
IBM Content Assistant includes generative Al capabilities that can summarize document
content, compare documents and versions, and provide accurate answers to questions within
the context of the selected business content in an IBM FileNet Content Manager repository.
These capabilities are based on the IBM watsonx Large Language Model (LLM) that is coupled
with context-specific Retrieval-Augmented Generation (RAG). The RAG augments the LLM with
context-specific knowledge base and information that is hosted in the IBM FileNet Content
Manager repository.
In all of that, IBM Content Assistant honors access rights defined for the documents in the IBM
FileNet Content Manager repository. Having this type of governance sets it apart from other
RAG-oriented solutions available in the market.

¢ IBM Workplace Assistant (documentation)
IBM Workplace Assistant is a watsonx conversational assistant integrated in Workplace. It
provides an embedded web-chat interface, which you can use to interact with Business
Automation Workflow through natural conversation.
The assistant uses large language models (LLM) to answer specific questions, extract and
summarize information, generate content, or complete generative Al tasks. By answering
questions and generating content in response to your prompts, the conversational assistant
makes it easier for you to find, prioritize, and complete tasks or cases at speed. Ultimately,
Workflow Assistant improves your work efficiency through an interactive and intelligent user
experience.

¢ genAl task in Business Automation Workflow (documentation)
Generative Al tasks, that can be added to Service Flows in Process Designer, leverage
watsonx.ai Al solutions to facilitate the creation of distinctive and engaging content.
Generative Al tasks produce text that is based on your specific input, enabling the creation of a
wide range of content. For instance, they can assist in generating product descriptions, blog
posts, or social media updates. This feature improves efficiency by automating content
generation, enabling your team to dedicate more time to other essential tasks.
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5.2 How these Al features are used in the Client Onboarding Scenario

Incorporating Cloud Pak for Business Automation (gen) Al features within a business solution
streamlines business operations and improves employee productivity. In this section we’ll explore how
such additions to the Client Onboarding scenario help enhance the user experience.

We’ll explore those integration points in the order of the use-case flow as experienced by the user:

o Content Assistant: The front-office intake app now leverages Content Assistant, aiding the
client representative in efficiently identifying and checking the required documents.
The integration, based on the GraphQL interface of Content Assistant, operates to seamlessly
and dynamically classify available documents without using a chat interface.
To inspect the underlying GraphQL query, open your browser’s developer tools, navigate to the
network tab, and click the AI Assisted Review button.

¢ genAl task: When the client posts a comment to their onboarding request, the comment is
received as plain text. Before storing it into the case, the comment is passed to an LLM via the
genAl task in a Service Flow. The genAl task, configured with a prompt and several examples,
processes the text and extracts valuable data such as tone, purpose, keywords, and optional
translation and stores then into the case.

o Workplace Assistant: In their daily, and heavily handed manual work, account managers and
customer representatives will leverage the powers of Workplace Assistant, embedded in
Workplace, to simplify task navigation and summarization, thus expediting task completion and
optimizing their work through an AI-driven user experience.

e Content Assistant: In the situation where an account manager needs to further research
financial information about Legacy Consulting from its annual reports, the task can be daunting.
With the advent of Content Assistant, however, the user experience is transformed into a chat
interface, embedded into the document viewer, providing accurate and contextual responses to
queries without having the need to read through or skim over the extensive document. This is
shown by asking question for a single document and by comparing two documents.

These examples showcase the transformative nature of integrating AI capabilities into existing
solutions.
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6 Outlook

The Client Onboarding scenario is ever evolving. While it is already very comprehensive some
interesting aspects are not yet implemented:

o Business Insights into how Client Onboarding is performing

Focus Corp. wants to have operational dashboards available for their managers to get operational
details on the execution of the solution components to understand metrics such as task
distribution, time taken by services, number of decisions executed and so on.

¢ Client Onboarding to Focus Corp.’s Services Online

Currently the client must call Focus Corp. to place their onboarding request by talking to a customer
representative. Focus Corp. may want to allow clients to request onboarding themselves by filling in
a form. In addition to the ability to upload missing documents online, Focus Corp. may want to offer
a self-service capability on their web site.

In a future version of the end-to-end scenario, an agentic chat capability based on watsonx
Orchestrate could be added to facilitate such requirements.

¢ Analyzing the Client Onboarding solution using IBM Process Mining

Focus Corp. is always looking for improvement opportunities to streamline their business activities.
IBM Process Mining provides various means of analyzing execution logs of performed business
processes to generate insights on how to improve them.

One of the challenges is having access to execution data to derive meaningful insights from. IBM
Process Mining provides built-in capabilities to extract these from the Workflow capability as a part
of Cloud Pak for Business Automation.

o Utilizing the capabilities of other IBM Cloud Paks

Focus Corp. has multiple custom Systems of Records and packaged solutions that should be
connected to the client onboarding solution. Similarly, as this is a very critical business application,
Focus Corp. needs to ensure that it is constantly available, outages are avoided, or that it can at
least be recovered instantly. As the solution accesses critical client data and internal information, it
needs to be secured against any threads and attacks. Finally, as Focus Corp. sees the value of using
machine learning they want to expand on it introducing proper governance etc.

In a future version of the end-to-end scenario, we expect to address these by integrating
capabilities from the

e IBM Cloud Pak for Integration to address connecting various systems
e IBM Cloud Pak for Watson AIOps to automate IT operations and deliver actionable insights
e IBM Cloud Pak for Security to gain insights into threats and risks and respond faster

e IBM Cloud Pak for Data to scale Al-powered transformation easily by unifying data and tools in
a single solution

This completes the lab to experience how IBM Cloud Pak for Business Automation can be used in a
simplified version of a Client Onboarding solution as part of Focus Corp.’s service business.

Congratulations on completing the lab!

We love to hear your feedback.

Depending on the venue, please provide feedback via the Slack channel, during the Webex calls, by
sending an email to the author (Olaf.Hahnl@de.ibm.com), and through the survey at the end of the
event.
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