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15{” FIG. 4a

THE KNOWLEDGE MANAGEMENT APPLICATION 125 RECEIVES INCIDENTS FROM THE
BANK COMPUTER SYSTEMS 140 AS THE INCIDENTS OCCUR THROUGHOUT THE VARICUS
BANK COMPUTER SYSTEMS 140 AND ASSOCIATED BANK APPLICATIONS 145.

1802

A 4

THE KNOWLEDGE MANAGEMENT APPLICATION 125 ORGANIZES THE INCIDENTS BY
STATUS, DESCRIPTION, START-DATE, END-DATE, DURATION, SEVERITY, CHANNEL
IMPACTED, SUB-CHANNEL. IMPACTED, FAILED CUSTOMER INTERACTION, ETC. AND
STORES THE DATA ON THE BANK DATABASES 130 FOR ANALYSIS.
1504

y

THE KNOWLEDGE MANAGEMENT APPLICATION 125 COMMUNICATES WITH THE USER
COMPUTER SYSTEMS 110 FOR DISPLAYING THE DATA RELATED TO THE INCIDENTS ON A
OVERALL, CHANNEL, SUB-CHANNEL, AND INDIVIDUAL INCIDENT LEVEL THROUGH THE
DASHBOARD 500
1508

+

THE USER 104 UTILIZES THE WEB BROWSER 115 TQ ACCESS THE KNOWLEDGE
MANAGEMENT APFLICATION 125 TO STAY AWARE OF THE INGIDENTS QCCURRING AT THE
BANK ON A OVERALL, CHANNEL, SUB-CHANNEL, AND INDIVIDUAL INCIDENT LEVEL
THROUGH THE DASHBOARD 500,

1308 .




5/36

0y 94

918 115
SOLLVY D4 ISMY) 100N oo o oo _IWILIVH0IS3Y 9RY
__m_ No WO @Ml SEEEFIZ = =
@V)o NDINYEC Wio 39K VA T 00 00
WMo WIS [ JMIVEVED  I9NVID ISHIHID 0z 100
i L0 B
= =
— ww = ¥'00 m
o0l 5 U1
700
AR \ ols
- £00
oo oyl |l 300
00'001 ol ton
— 081 10
TIWHOYT SIVIS TINNVE) —
2 0 13NN WY <205 WIINT)ONDIYE  DHnW0)3
v v v v v v
L——— |[bL— | |[L— | | — |} |L— 7
(0] [Xo_] (0] | 0] (0] Cx0_] . _
R A _ 0L~ owwwiodad stiva |
[ noso | maavov ][ o1 [ stwoass [ sowmes | ro | s_éaém smou ]| savw [ asveaocamomy [ swoosad |
I 00s—"
oo B [T - i Tsorov]]
= B8 R-B|@muil w05 7 [ - © )]
E‘_n GloFT s{o0T SaUONT MOTA TP o1 [
=1l MATA SATINOINY




6/36

i

SOLIVY Di~ g 3510 1004~ ¢ emEzs mm_,é Esmg_ v
EEEE2ERSE ~ e — e
SANIOC| | JWMIVI AYC  39NVID DYAO = 0w 2 w &
“yg NTINO | | YWD G3A0U4AVNN 3ONYH) ISVATII O = oo &
! o = 700 &
%200 0w = N
— lm = ‘=
oL BN E Y
%0005 . £ N e
. %00°05 2 g0 B
%3666 00z 2 .
600
— 0 L0
ONTHNYVE INTING - SAIVLS TINNVIDANS ———p05
SSINISOE TIVHS W03 J00—2Z5_9NDINYS INTIND ~,
bis{” v v v N3
L—— |L— 71
[0 [¥0_] Y8y
(WS | T _ 008 80— IREIWWO)-1/MITA THINHVID _
_y v || waanv | pr ]| stsoans | sovinod ]| 10 || auvosusva I smona | saww [ 3sva3oczweons [ snoosand
El — ) _
oo 8 [7] — - ]
S R e e P R It
[ PRI SI00T, SAUOATA MA TPH 3T f
V(T MITA JoUUIEY T




7/36

000°01
000°0%
G008
c00'or
000°05
000°09
000°0£

(441

FWNMIOA NIS0T FIWOLST) k

(maiava ) (=) ([ maamm ) (> ) (maianinow ) (> )

0 DEWNWA|  LAIS |0 L )y | INEHVANDT | Nado bevi
0 [x0000 DUEAWW0DI|  LAIS [0 IR e
XX ot DEWNCA| LAS |0 ML, va N1do ]xxxxxxxx.\
u O—
0 X000 DEWNOK| 145 |0 WL 3 va] oK davy| MId0|  OO00OOKK
xx XX DYEWW0I3|  LAS |0 ML 2 va N3dO RRRHIHXK]
4._ BT GDVINT BRRVAD | ALTH3AS | NOTLvana | A1VaaNa| JIVOIavIS | NOTL[¥)53a | SNIVLS | FDIL INJGDNI
mt 56 st 056 Ea we)  ws)  wsd ws) e ms &m
ZL40S-1sa¥003 (09) | g] 10| ] ¢ () (] _ _E_HH_ 3715 39vd
[ mataava J(> ) manomam J( > ] [ mata oW [ > ] 08¢

[HNVAS =]

TV

avien [ awaavoy E 1 ] swoa ?E_s

140

aelm_lt.|||..||||‘

005 ONDINVE INTINO/TD¥IWW0)-3/1ST1 INIGDNI GOW |/
QWYOSHSVG || SMOTA || SvW || ISvEIOETIAONN | SHOOSAVId

SOl @ B-B|@ w3t s

oK 5{00) sdjiioan Waip p3 ofia {

E3[=1.

T5T] U 10N




8/36

/M

NOILITIOS3Y
NOLLVOISIANT E30HT V)] 08S
9NI09 NO STINSST WIOKH
010 o oo _ SIVIOL
00 [0 ooy SLVIS ONIINYA IHTTHO] RETTIRETE] DB o/c
Y1020 1 D4 | HOL01Rdva0030 -4(1S (ADYINT ML GL)VAMT [ TN ALV | °
| \ NOTLYWYOINI DDVNI | ,
N-B66 765 - 155 ~-06§ “-bLS LS TS -8¥5
"DVAWL__C3UNTIVA TYILIL THL 30 VAN AL GGNNOIWO) SINSST LVHA 496
‘AN U1V G350V VT L) )
WSS Z2IVNIOT0 JHTITYA Q10 J8THA
NOILYWA03NI T¥nSTD
IMLINVG:  Ivadnisn YUV CIVERH] 5o
: OWVE  [AS: RIS T ITRILNAIG0N 000000 DIl IBADAL
: WNA0 TSV 1004 07 HOLIVANC ; V0 N EIE[IR 20vq LIS/
ONINYOM ON NI G4V " MILDST]
(IWVEIET ¥ _ 00§ 14034 1113 -
__..L__ wvean | waavy [ nr [ swossy [ soviney [ o | oavosmsva | smon | savw | asvezoamimomy | swoosaid
9 B[] — [
Y- @ R-B|@owomidL punsy' |B 7] x| « © m O
“ djelf sjoo] ssjuoADy Malp UpPT 3| [
e yoday [mjaq olIN



9/36

894

- A E
JIOMMT»  Z1WWODY/OD
-JUNNIW 59 ONIW THLS0W €10
S ONY d0LYS30 €10 SV THL NIHLLM G3AY1GSI0 38 YD INIMOTIO! 3HL
| TUNTIV RHOISIK NOLDVENVAL - 91
(NY TIYE30 INNODY ONISOY) 3NSST NY 1ASTAdY V) SHO¥33 INIMOTIOH 3HL
"YOLINOW SWDINYS INITHO THL A9 GLESTY 38 TILM TINAVHD 10 3HL NIHLIM S3MIIVS
"JOLINOW 910 JHL NI MMOLSTH NOTDVSRvaLany |~ &1
AR AT SHROLEH S8 G767 500 0L LS muw%__m
21500 ‘Z1 WW0J® ‘SAS3-00) I9YT4L NI GIAIOANI SHYAL TYTLINI 09l
SSD0N WM
N SN ~-£5]
71500 ‘21 AWOJ® | SAN0Y9 INISYd IOVIAL TWELINI [~-g|
oow H30Y71 ROLLVIGIWI gy
SEWOLS) 3TN0 SSINIS TIVWS SEIWOLST) ONIANYA JITND | STARAVHD G4 TI9ISS0d |-y |
"SINVISHE S00 GTTAVIE O JES3VAL ONTQN3S SIAMTIVA STY) NYD SWA1604d SNDDNVIVA QY01 051X ———
~SHALSAS IWVAINIVH OL ALCATLVIANG) S00 SNLDTHY INSST YHOMLIN - IWVAINIVI NI AOMOTS 250 HSVID WAT $00 - £s1
RHOLSIH NOLLDYSNYAL ONY STTVLIA INNO3)Y VG5/VO0 M3IA OLTIEVNN 3V SYTWOLSH) 810 DNGODN/WOLIWAS |75
INTW ETTHTN
_ m
& u "SI a0un oooms aaow) aumiv AvoLstk worDvswL 3 v tacny 1!
B T m MalA/ONDINYE INTING/4008AVId
_1__ 10901 | maovv | D1 ]| sioaad || soviko) || 0 | cavosusva | smou | savw ]| Isveiocrmons | swoosid qoq
Helo —— ‘ o]
W @ R - owons it puss [ 7] ¥ - © Q)|
| djo s{oo] samoaTy maip #p3 o [
FIETE Yoogholg




10/36

69

"INSST STHL GISNY) HIIHA ATH3d0N Z3WIL 0L | 3L
GT)A034 JON T4 {SHAT) SINTHYYW TYRLNLA|  WOWS GT1NGIHOS SYM MOONIR dONO
VAVY 3HL 'ALIALLY IDN3NVINTYW JHLONTANG| 1IN THL MOCNTM d0YQ 13N THL 1LY _ _ —
"WOGHIA JONQLIN 3HLOLGAIVIZY 30 01/ %$39 OLIYY SSINNS SOV 23WAL'VALYG | L3WLL'L3Lva | XKKKKKKK|
GILHLLN3AN S 35T 3HL40 35NYD 1003 IHL[3HL GIMOHS YOLINOW ONIYYA ININO
HOLLITIOS3Y ESID) TTRIENS NS ETEONE] IVIRVE | EDILINTADNT
140 L SQH0 [o9) [ fld0[ [3Wd (k] («J [»] () [EL_S321539%
T Jd 11
[ TWHWES ) o | & | 3onvaave—" | | wowonay’ N 0Lz
DT | ”,_gz:zmsm: ) THOM B~ H s
| o1z i
BE TV m 00 3SYg1903TMONY
l 100507 | awaqvv | DI || stoamy || soviney || 1o || aavoshsva [ smo [ s || ssvesscamons | sioosavid
09 [ [] _ Jsses |
B[] @ B - Ssemomg 2L yunas | 7] [x] - @ L_sm_@__
m djoH s|oo] sai1oABy maix Hp3 o7 |
3] =1 il

asng abpajmoury




11/36

01

TEANVI] gee

03 LRSIy
- SOV ISk

B G IE 1—0bE

oo [ wawor | ot [ swoa I soune

008 i
o aavounsva [ snot | s | asvaacanom [ svooanv

00 [ [=]

-8 S-3

|

| =iy |
@ s L wes 1 7] ¥ - © %m@m

A3 S{00], SSHOAB] MSTA W ST

XD

depy




12/36

KD

sumrwy - | AJGE

Lingrauy -

D

8 e 8V (V1)

_nﬁiﬂ_ﬂ
[ |

.

I
[ (B
O HOHYOUERINLNY QI INTING _

I ——

[RRLIVE DERMTIOSRAINTVIVIATIVIOVISL

JALD3dSHd

09¢
TopEED

[«] ¥30v3Y| 3104

PINDVIVA ATIVIOVIAL : WYHaVIQ 10

3L¥Q ‘IWIL SNI9OT LSV

AWYNEISN [ (=32

GDNVAQY (03)[ ] H)WvIS

09¢
I

(B

B

| —00¢

dviN

i | swoa || soviwoy ]| mo [ cavosssva [ swou | sewi || ssvesocawmony | svoosvid

1 100901 | AW3QVY

o9 [ [

] ssasgy ]

B8 R -B| @t pussct |G ] ] - © .__am®£

djafy sjoof sajuoan] el Up3 o7 [

BT

sdny




13/36

TAREL:]

TNVENIVN

HOmEA SE ANV st

TRVEINIVW
SLANVSS | -

@ |

—

L0r

90¥ ,
J o= 240 1394 WVASVI0 AOT MDA INTN

I ™ _ INTHNYE m_zzza\aoz&

[inosor T waoov [ or [ soas T sovwed T o [ aavoswsva | smow [ saww [ sovsmouammoms || swooswna

004"

op [ [ l | o]
Bl aR-B|@ooualwess|B F ¥ - © Q)]
T Gf3F SOQT, SSOAT] #9TA DA O |
gupjueg aunuQ

(e




14/36

1600

g FIG. 13a

THE KNOWLEDGE MANAGEMENT APPLICATION 125 RECEIVES WEIGHTED VALUES FCR
HOW EACH OF THE PREDICTABILITY FACTORS AFFECTS EACH OF THE CATEGOREES
MANUALLY FROM A USER 104 THROUGH THE USER COMPUTER SYSTEMS 110 OR
AUTOMATICALLY THROUGH THE BANK COMPUTER SYSTEMS 140.

1802

l

THE KNOWLEDSE MANAGEMENT APPLIGATION 125 RECEIVES WEIGHTED VALUES FOR
HOW EACH OF THE CATEGORIES AFFECTS FACH OF THE APPLICATIONS, SUB-CHANNELS,
OR CHANNELS, AND/OR HOW EACH OF THE APPLICATIONS AFFECTS EACH OF THE SUB-
CHANNELS, OR CHANNELS, ANDIOR HOW EACH OF THE SUB-CHANNELS AFFECTS EACH
OF THE CHANNELS. THE WEIGHTED VALUES ARE RECEIVED MANUALLY FROMA USER

104 THROUGH THE USER COMPUTER SYSTEMS 110 OR AUTOMATICALLY THROUGH THE

' BANK COMPUTER SYSTEMS 140.

1604

L 4
THE KNOWLEDGE MANAGEMENT APPLICATION 125 RECEIVES RELIABILITY DATA FOR THE
PREDICTABILITY FACTORS FOR EACH BANK APPLICATION 145 MANUALLY FROM A USER
104 THROUGH THE USER COMPUTER SYSTEMS 110 OR AUTOMATICALLY THROUGH THE
BANK COMPUTER SYSTEMS 140,
1606

A 4

THE KNOWLEDGE MANAGEMENT APPLICATION 125 TRANSFERS THE RELIABILITY DATA

INTQ A SCORE FOR EACH PREDICTABILITY FACTOR EITHER MANUALLY BY A USER 104

THROUGH THE USER COMPUTER SYSTEMS 110 OR AUTOMATICALLY THROUGH THE BANK

COMPUTER 3YSTEMS 140.
1608

:
THE KNOWLEDGE MANAGEMENT APPLICATION 125 ROLLS UP THE SCORES FOR EACH
PREDICTABILITY FACTOR INTO A CATEGORY SGORE, AN APPLICATION SCORE, A SUB-
CHANNEL SCORE, AND A CHANNEL SCORE BASED ON THE WEIGHTED VALUES OF THE
PREDICTABILITY FACTORS, CATAGORIES, APPLICATIONS, AND SUB-CHANNELS IN EACH
CHANNEL.

1610
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1800

L FIG. 30

THE KNOWLEDGE MANAGEMENT APPLICATION 125 RECEIVES TRAINING MODULES AND
GERTIFICATION PROGRAMS, ALONG WITH THE ASSOCIATED TESTS, QUIZZES, VIDEC
FILES, AUDIO FILES, ETC. FROM A USER 104 THROUGH THE USER COMPUTER SYSTEMS
110 OR AUTOMATIGALLY THROUGH THE BANK COMPUTER SYSTEMS 140 AND STORES
THEM IN THE BANK DATABASES 130.

1802

:

WHEN A USER 104 SELECTS A TRAINING MODULE OR CERTIFICATION PROGRAM
THROUGH THE USER COMPUTER SYSTEM 110 THE KNOWLEDGE MANAGEMENT
APPLICATION 425 ALLOWS THE USER 104 ACCESS TO THAT MODULE OR CERTIFICATION
PROGRAM.

1904

'

AS THE USER 104 COMPLETES THE TRAINING MODULES OR CERTIFICATION PROGRAMS
AND THE ASSOCIATED TESTS, QUIZZES, ETC. THE KNOWLEDGE MANAGEMENT
APPLICATION 125 RECEIVES THE NOTIFIGATION OF COMPLETION FROM THE USER
COMPUTER SYSTEMS 110 AND STORES THE PROGRESS IN THE BANK DATABASES 130.
1808

!

AS THE USER 104 COMPLETES THE TRAINING MODULES OR CERTIFICATION PROGRAMS
THE KNOWLEDGE MANAGEMENT APPLICATION 125 UNLOCKS ADDITIONAL TRAINING
MCDULES OR CERTIFICATION PROGRAMS FOR THE USER 104.

1908

!

THE KNOWLEDGE MANAGEMENT APPLIGATION 125 ALSQ TRACKS AND STORES THE
RESULTS OF ANY TESTS, QUZ7ES, TRAINING MODULES, OR CERTIFICATION PROGRAMS
IN A TRANSCRIPT SEGTION IN THE BANK DATABASES.

1910




