OPERATI ONAL RELI ABI LI TY | NDEX FOR THE KNOW.EDGE

MANAGEMENT SYSTEM This invention relates generally to

the field of know edge nmanagenment, and nore

particularly enbodi ments of the invention relate to

systens, methods, and conputer program products for

provi di ng a conprehensive system for production

support information. BACKGROUND Busi nesses store

applications, information, and data across vari ous
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Typically, specific depasySTEMNM W thin each LOB are
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transfer and general education between departnents and

LOBS. Furthernore, whBAGK@EHENPon incidents occur,

the proper processes and fixes are not within the ]
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I ca orwarded on to a group with the
usabler dapdnswizipé ttyansfer emwlalgandraly efiheation obatweena sispapnenig end LOBs.

busi ness team.. Subj.ec nat ter_ex oy
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reach 8f &lh bedicbkRciabl dssi%ﬁbﬂttb eappoaitte podngiondasiiays t Brarefod, when an
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] . en the incidents rel at o snmal | .
associptg die st qYTEO ORSHIEHE hlﬁ’é&%ém%s toWé‘u}B‘Poé‘gﬁciﬁ?t gaasf’rqthe assoctate
makes' 1#12{111{'6'3 %ﬂoﬁ%‘y EallTRY cQRAiks tBG BusRidsstPow P balBe it dr othee klyPdrt system,

of "tine, wever this time could be avoided with a
in ordemtodingfthé eppeorriatyanswrr onpatact referenage ilegsties arg typically forwarded on

significant, t .proce C d :
to a gilor LR drieshEHBLEr GE AR bR 6 MEG ol SRMAUEIAC Subject
matter0dkpeifi€caphidvebenpullod ags dwi iaqdr ihorda te endaiol dreadystemaardhitetture, and
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' t an I1ncident” is escalated to a higher support

period ef/tine, howsyst thiv imgatsuld b groidetwith @gmere efigientgygteps  hen the
. .. business'.s [.S. ' o) :
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assocj ates. in . . . .
order to resolve the incidents. This time intensive process removes key associates from their

day-to-day responsibilities on a long term basis.
Each time an incident is escalated to a higher support level it costs valuable time and
negatively impacts a business’s customers. Typical knowledge management systems are

personally based, in that they are dependent upon the knowledge levels of certain associates in

1



1 various groups. Therefore, contacting the specific

associ at es whenever an incident occurs is inefficient

and far froma best practice. Enployees using these

systens respond reactively to any incidents and pul

associ ates in a nunber of groups away fromtheir

normal roles, which translates into increased costs.

Furt hernore, when audit reviews take place within a

busi ness, a significant manual undertaki ng nust occur
varioub @r&ik] eierdihie, R taR dho s8R M cZRsddattNwledRaNAD Hetent occurs is

. This data collection and organi zation is
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differefit Aepdiinhén®l vatheth @hN@padRRloNSESthel MRAAMbE In@HSO Gh@lRocesses are
skill levels and education, etc. The decentrali zed

organizigin gHerentlizedupnertns arpactesiqndprdized facrmssibe busingss. This problem
increasts @gfo EIIRFCM)/%E fhe sPRLf SintdHMcrdlsQCeSS maps,
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dEheed spedcenimibpatimetot lopsdyll of hdnsiasso critdab slata\ibt treupurpose of

havi n he abjl.ity to.first search in a centralize
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be pu
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i ndex systemthat is standardi zed and centralized
across the channels and sub-channels in an

organi zati on. The operational reliability index system
provides a scoring systemfor scoring the reliability
or confidence of the channels, sub-channels, and
applications based on the occurrence of incidents,
how t hey occur, and how they relate to predictability
factors and categories for each application,
sub-channel , or channel. One enbodi ment of the

invention is a systengRalr pemairRgnal reliability
i ndex scoring wthin a know edge managenent system
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quC$EWi%%ﬁ#FFVi§¥8 ,egL application reliability score, a
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channel score based on the determ ned predictability
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commumchtion odexisep peet i inigithee, rand she encnivery dewice.afnid ¢anfigdeedato execute a

from usi ness ¢ uter .system...|n.anot her epbodi ment
compuigr Ao R BERITL A0 NG (et cepil o8P haRahRR, PG or more
predictabilieX &Rwre rdlfied i€ arfusineds-dpptictaiohe THeogbedssads durtl@r configured to

manual |y receive the reliability data as inputte&_bg”a
detemkmw@sé@l%ﬁa@é FRéibiliby scomsmipiseaph of fieyag ongFhpdictability factors
based S RRMeTBRHityXHatd Nend %}Y)Eé@t:‘érqg FutRe cOEMRPRISO" detemindrdi Mkt one of a

configured'to execute the conputer-Teadabl e program
categorsortdalyibtyrseowsi sreanphieatios| rielddiilit tsgord.aa busitienciubeihagpel reliability score
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3l furtheptdoesrd ewhih dirmmenibodimdnb eofi theetivietiion, tthe processor is further
prqocessor is further configured to execute the . .
confighishniet @r@%‘aa%cemswsafe&ﬂ#gwgogramc Sofere Bmatisalie receive the

reliabili§Sfata/eéhn b DubilEss  BRpRer fRfen. Predictability factor
vestions into scores. I'n further accord with an

dihaeembasiimerteof thevievention, the precesserde xther ¢onfipyred fexecute the
computer-readable program code to manually receive the reliability data as inputted by a

knowledge management system user,
In yet another embodiment of the invention, the processor is further configured to execute

the computer-readable program code to receive the reliability data, including receiving answers

to one or more predictability factor questions related to the business application.



configured to execute the conputer-readabl e program

code to receive a predictability factor weighting

val ue for each of the one or nore predictability

factors, wherein the predictability factor weighting

value signifies reliability inportance of the

predictability factor in relation to associated

categories. In another enbodi nent of the invention,

the processor is further configured to execute the

qRARGh& enfRARRGR Bf thE AYANdLE ARG ré Q@ Eihd ohfiGired 1o execute the

predictability factor rellab|I|ty scores for each of
computergeagalic oprogiie q9dedioc cemyicrti the pawesy geisasddtorihe ae or more
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to at | east ed busi ness
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compugpgsﬁpade ¢ iperegam cQdede apanuilhereagipe the mdeﬁﬁahﬂéwg%ﬂt@rﬁ’gelghted value for
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(1) recbiré la&ﬁ&goﬁblﬁﬁglﬁ %W@Rlbifor SR LE bt dMBoRUSIEESE, wherein the category
sub- channel . wei ghting factor S|gn|f|es reliability

weightingnfeion suai fiss relihuity AmpARanee o 0K FRIPBREY It FRIFA Frleqs one of
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channdly @k eeetve etnh e,pplm@mmuWetghmdalbh dopeadyr airouode ntage applications,
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det erm T
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score
and (3) receive a business sub-channel weighting value for each of one or more business sub-
channels, wherein the business sub-channel weighting factor signifies reliability importance of

the business sub-channel in relation to associated business channels.



based on the determ ned predictability factor

reliability scores and a respective category

wei ghting val ue, application weighting val ue or

busi ness sub-channel weighting value. In yet another

enbodi nent of the invention, the processor is further

configured to execute the conputer-readabl e program

code to display on the user interface a plurality of

know edge nmanagenment system defined business channe

| 1 ORStheNGnKRh&R BPAE iRInRME 'ﬂf@ﬁ%cé%&ﬁ'@ﬁlhhé%hﬁéuwd to execute the

wherei n the business channél icons are configufed for
compuirgeeadablorogramdicsip| taydetdmmingsa deastond of Wm&srehabﬂﬁy score, an

aPP“"EFQ"f?s_eﬁ??%qﬁ? lsf‘?{éorg%sénee Sab Pl F‘gﬁgﬁ man‘% aﬁgﬂ 8‘&“‘%"'35 chanoel score

based @nethst getbitined @faalutuﬂﬁhtgeﬁxd@bl xehasbri]kmgr a{asresodﬁi aoredpfivacategory
on a_ user .interface a busi ness channe

weighting: Yalic, ARRICHP IOV ERINGS 2L1G.0F REFINGSE 8} cf&ﬁaglwglﬁwg ygiue-
AnGREaotHer gﬂnﬁ&ﬂjﬂntcﬂf%%vémiroﬁ Lk fd&@é& i3 YRthef BAR8L to execute
W thin the business channel and the correspondi ng

the comphtertradahdd prgome sedwoivedieplayron dhe ngsp intedadeanpluvelitsh phknowledge

manag%x&lgnteslf/agl%gcﬁg}l% bl?sugesg eagﬁ()?&%%%\%ﬁ t%ﬂﬁ&p?ﬁ(ﬁh%ﬁ@ﬁﬁne%@ {:hannel scores,

whereianitie tHiRinesr tlﬁﬁﬂﬂnﬂbm axea‘tcex@(gngedsmﬁ nea mpdt tmdlspiayrfhé essociated
gregégtab lity factors within the category and the

busine Spredictability factor scores. In yet
%%Ihﬁér &ﬁﬁ?ﬁﬁh&ﬁ oF thRfinviciBon, AVERbEQRELr i$ BB QfigHel td &ecute the
further configured to execute the conput er - r eadabl e

compuﬁﬁrrﬁgadahlaecpmra@ro cgfle 3p agispiay sonudepser ninterfage @@ Husiness channel and

COITeS ﬁ%{g%&\?l%ess c%Xnne?SJOch ant iRk d1n Q]gg s E h(ﬂ pl%)f &frh&% rbﬁginess sub-

one or nore pre N or questions
channd‘lsa I\naﬂhedthbdmmnessattlﬁgmi }andftha c&mm&pnmhﬁg sydpthanatli swores, one or more

. htln%tLactor géed with each o@ t.he
spplicgRal VAR Sy eRarbelo it JuS PEUORAE eBlsaUE; gt one or more
categofi&y REGROMH B lfcﬁuéiﬂ%ﬂ@rtﬁe teorkRn@ne @legbB! Scores and one or more
predictabil i factor questions. I'n another

predictahibigxifaston W@hm theecatogorianddhe carrspqndgieasedietabilityf fagtpnespres.
C]B eJ[ ?‘f&ﬁl%g eﬁIBO(ﬁéltgﬁ gt e({ %ntfbﬁn@g h%cet{sglalq %ﬁlﬂf‘er Q%xﬁ%‘iﬁ{? to execute

O recel ve ata associ ate
the combwter}rmdaiﬂe pgeam podedioadigdidayt o g ukacih@rface aalpmdelﬂahllay dactor score

e Bl L W0 USRS BT o e o

categogr O Glisih&E applidafivh, eAdehtinFBRASANREdCiANE Wil eadN6f the predictability
uter rogram roduct conpri si ng at | east one

factor ﬁb?ﬁ}e’@se @8‘?}&% F@utsrﬁé’aﬁeﬁﬂﬁnﬁﬁ\%l tAGEBerp R e eI ABpIE predictability
ﬁwkmﬁ&%%&%ﬁ’COde portions enbodi ed therein, the conputer-
eadabl e program code portions conprising executable

poranothesembodendrit 0§ theémtima b]l@prpm‘sscbrdm furgher ®nﬁgured to execute the

compufi ol irossim o 1 159 e BRI Sf Ruhgpe one or more
predictability factors related to a financial 1nst1tut10ns business application.

On embodiment of the invention is a computer program product for a knowledge
management system, the computer program product comprising at least one computer-readable
medium having computer-readable program code portions embodied therein, the computer-

readable program code portions comprising executable portions. The first executable portion is
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nore predictability factors related to a business

application, wherein the processor is operatively

coupl ed to the conputer-readabl e program code, a user

interface, a nmenory device, and a communi cation

devi ce. The second executable portion is configured

for determning, through the use of the processor,

predictability factor reliability scores for each of

the one or nore predictability factors based on the
configh@l if@biebdil o dRERigh TREudehiradprBX R84 ABbISIIROIAA SRodisted with one or

configured for eterm ning, through the use of the )
more fedielalbibr factgrs relatedto @ hasiagss applpatieps herag thetprodesspr is operatively
coupleﬁctgrtﬁ ot %p—P%ald&gé ' rﬁrﬁl éo%g,l L'l}sgr t&Ge, £ memo device, and a

Sub- CRafnerr eratanT M score, of a business C Anne
commudcation kiagieel dhe stdvad detatablapattipn édeaif@bicdi foy détermtiming, through

rel.igbility scores.. .l urther accord wi.th a
the st AESESBH TGO B SR TOLRE SFOES Ciei 46 the one or more
predictability ABtokShaséd bt N kelE®Ny Bath ©hé Mirdabtbaimld ftiby is configured for
receiving the reliability data froma business
determinipg theough dhesnwenef the aprssver atdpisbanerehe wiegphyereliability score, an
o . £ | i .
spplic BNy L6 o b Sha LA BB 0ol il Seore based on
the detdatiacdpgredinppbiliteticloy rehiakiligdcentge managenent system

er.. In t _anot her enbodi pent. of .fthe_ inventio the . .

f1p it aset HHTE ap SFbodiment of Brerinyention ths, Drpcersriblg portion is

furthert Béhfigitcdafal lautona@iadi By recBigingthd teli ARt \daB0 frafS ¥auSinés® computer
one or nore predictability factor questions related

systeny. o the business application. In another enbodinent of
tﬂeaflbtﬂ&e&gﬁo%?nerﬁ e el iﬁvc‘erntiSﬁ(, ERPLERIBIE 'é)BRithIs flﬁ'ﬁltep&fnﬁgured
confrgure or converting 'the answers recelved to one

for maouallyoeeipngthic c¢lability data hninputteddyssknontsige ntapageoenesystem user.

Bt E FBGPUFERT St e ioph 0F ol R Bpagfon s configured for

receiviﬁE ek teibifityD @4th, BOUERAP fré@iifg ahsierd RCSIeVbM@loret fred@bghility factor
the use of a processor, a predictability factor
questiqpsirglafed iythe Bpsieess applisglta®- of the one or more
%%ﬂbiﬁ&laghﬁdﬁﬁrﬁelﬁ oF ﬂ‘{%riﬁvenﬂﬁ% rt?é fest Eﬁ@utgﬁl.@ ?bﬁfoﬁ k?é hir(ﬁ1¥r configured
factor weighting value signifies relrabifity
for convepmgttlanaswers redetvep teokicoir aipirt predictabity factdr questibng interscores.
to assocjated,categpries. .ln further accord with an
B Relter smopdaeh GRS yengot B soRaNE! Qi moduct further
compriRey b @Redufable pértibe cosfiiréd) Bredcdivihg, dbtighl tAt Mg of a processor, a
redi ct abi | Igt% factor reliability scores for each of

Predic{;h’éi_tlb ﬁ’étof) weighing value dercaslb ot Fh_PWnF EHFS predicEdilEy fackras, wherein

. b e . . o 0 r . g
o LA, ok b il Ay il e i
factor inrelation rassdckrtedesatagatiesbl e portion is further

C]%rl{u"tlgellj* ragcgorzl ¥ith an embodiment of the invention, the second executable portion 1s

further configured for determining predictability factor reliability scores for each of the one or
more predictability factors based on the reliability data and the predictability factor weighting

value.



automatically receiving the predictability factor

wei ghting value for each of the one or nore

predictability factors from a busi ness computer

system In yet another enbodi ment of the invention,

t he executable portion is further configured for

manual |y receiving the predictability factor weighting

val ue for each of the one or nore predictability

factors as inputted by a know edge nanagenent user. In

%%B@kr SHHRERER Y 1 1ntv&ﬁ1dnnﬁ1%rl:§(h&fﬂablé B@i‘ﬁ@ﬁ’ IPMHAEr configured for

?ran1 product further conprlses fth executable

autongg:ﬁk ¥ seeetvarg ﬂgmrgdjctﬁbht;dfacﬁ)g whghting \mb}eefogfeacpl'h ef the one or more
predw{agljhlgpﬂct!ags 1%111 g%gginé %m%f) etﬁ.r?; ste}nh e processor: (1)

rec ng a categor ng val ue for each of one

dn yebamtio teadodingsi of mhejli\@nnoﬁ hiee eategble porkingh firttgr configured

fact or signi el i i_ ortance of the
for maeaﬁlievg m%*%s Hfhﬁlpé? igippi % ¥ ing yaluge f%agggw%#@oone or more

predlcl*ﬁﬁﬁl'tynﬁ%rsa@ 91'1;511@1@& b9 Qhoﬁ%&@&ﬂnﬁﬁ meshsehannel s or
associ at ed busi ness channels; (2) receiving an

adppnether dnarpditasry ef thednxeation thepompuisy poferon erasiucifortber comprises
a fifth %g@c%%a?)% séo?’ﬁ’g Foen\gé?l[ee? albﬁﬁﬂﬁ% %HQ 1L &%%éa%gﬂég\g lﬂ)%féé]ﬁlrough the use of
the prtmeprior cdl ireseiving ar@k@br}OWeighuﬂg vhlaanbr omh of orsesoaiodd edlegories,

- channel s 00|ate ess channels; (3 . .
where 4B ) engy ot eDling EREh S RS PO TOSECY 6 e seegp in relaton
to at le@ﬁ%n(@ bf #83b&Gated Bus@ﬁb%@ AR atioMd E4s§d dlatéd \ibSdhRnrellPd i ociated business

g hting factor signifies reliability inportance of
Channqlﬂaei k tRseiyHgnare ppRlicaticn seighhing galag Jor pavheef onsue m@@sapphcatmns
}
were AP R XShAR NS BN KTBR P b Ep b SPAK. Ptcation i
relatiofi mratd@iseami afiassgciatedIselashannrls cobssaciatat bginne;ss r:haslnnalb,l (B) tegeiving a

sSco tion reliabilit
sub-ehT Srighhad Spbe; Rbieritt o Qbbb gt b OGS vty sub-channel
we1ghtﬁfg0fa%t0|9 %s@ﬂﬁ&nrehalﬂhgei@dﬂaﬁ@w of Biceslicdtabhd] iihYrefafi6h @6 associated
rellab|I|ty scores and a respective category weighting
busHw%ﬁ'éﬂlﬁ’@wsappllcatlon melghtlng val ue or sub-channe
%tdnﬂgley %lnlﬁSdlrﬂeﬂ !l"rtflg' %veﬁﬁ&?rtﬂe Vﬁu{r@ REc ‘?am?é) %HEHt is further
e I nvention, nputer program product
conﬁgtﬁrad foredetagmipng atekasi rmneméawamgblg Ipbahlhtgrscm@nan gppliestidnoreliability

core, L AP VSN 155t Dl SRR B et

predictabisitye fceRf reR@dlifyUgbres Sd @B@ﬁéwvelcﬁtﬁbgﬁryaﬁélghhng value, application
correspondi ng busi ness channel scores, wherein the

weightg\goiakiess seieipmasl weghtinegabie. conflgured for user input
R rdish! a@ér(%'g gﬁﬂﬁéﬁ‘ %Pé&lﬁiéms YPme Hﬂ%ﬁ%n Sthe'c n_Butlsln program product

anot her e I nvention, the co
ﬁlrtherpccogvram pnoekecttalla rpdrken comﬁgur@bﬁor dlﬂplemg,utmmg the use of the

on_conf i red fo t hr ou h the u of .
procesiRfs b BeBO AR 3 b bRV mH@HRRL O EREARRY busines
channe RBn€ id @mgftﬁluﬁg Pasistsiehanmehsons| whaehahahehinesciHadhd Geons are

access taq
configured for user input to display the associated sub-channel scores.

In another embodiment of the invention, the computer program product further comprises
an executable portion configured for displaying, through the use of a processor, on a user

interface a business channel and corresponding business channel score and including access to
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7 display one or nore sub-channels within the business
channel and the correspondi ng sub-channel scores, one
or nore applications within the sub-channel and the
correspondi ng application score, one or nore
categories within the application and the
correspondi ng category scores and one or nore
predictability factors within the category and the
correspondi ng predictability factor scores. In yet
displayP&fd H9hore SRREHABOS wthint tRE bhdME8NEHaRRe! ahd the CBBYPoRAing sub-channel
program product further conprises an executable
scorespetor grpre aptlicatinns avithin thiseyrhapelqnd thecopsspondipgappligation score,
one or Tyt S GRS il the BPAGHicR SR ie 8RB pobiil WA 8feind onc or
more pradiegitisy faétoﬁ withissiheestsg@pahd tetcoresponding htedivgpbiliy fastos scores.

|at h eac f. the edictability factor

oS Bitber SIOLRERL oT PG dBE EOmpl ARG product further
comprls€f &k ‘éké&tabléﬁ;&ﬁrﬁo& OsRSRANG AgkplaQing NS\ uSertiftethee ®Peedictability

or nore ctability factor questions. In another
factor mweﬁ@mluémg {oR® Of mmrpfé;ﬁtablﬂlﬁ@faﬁw qesignscrloes]te a category of a

s [

busmegéja}tpﬁjhgﬁ 0![1 Wi 1%&%.\%% %tglggbl >0 eﬁgﬁjw tI‘LszcR é)?g‘% W—:cﬁ&alhﬁfé' factor questions
and aqswexdmptuaiﬁnlﬂs tonfigaet dosrecelviag evputocarespondagcioadnswers to the one or

i nstit.ufi busi ness application. One enbodi nent of
more ﬁ‘g"tﬁlﬂséfnflg&%q‘feg“ﬁ‘%yst em for operational reliability

| RARStheC ShbdimenMof fhedntdheivh aHE BrsirBRRGARR @Jbrtﬁ))ﬁii Qifher configured
conpr|3|ng a user Interface a nenory deV|ce

for recetyingthe eokiabilly dnidaseeciatedhwith thsrape €% @@re prtr%létablrh&\s@é@&%related toa
fmanciaﬁn?tﬁ’t‘ﬁﬁ&‘&b e &gﬁgAtFoﬂ to the communication device,

user |nter ace, e nmenory device, and configured

t Onexmbedimest oﬁ:thﬂpnneetlem éaal abﬁten rfpngp@{m(mehmliahﬂity index scoring

ith ‘j{g reI a2 dtata SR € {1ﬁfoe £ " melior device, a
Wil 4 %.fﬁlﬂnﬁ%enf‘ %F §y 8‘?‘8?%56‘“% 8 ‘és Bd& &g a7
comma@Pdtionatiédce, MAhehidcEdRSr. ' eThalprddebsor digt apdratbklid@supled to the

recei ving, answers to one or nore predlctablllty factor

commepgjeaion fiyicee bxr deterface; fad Bkes MBS dapRt-i B4t oufsumafdo execule a
compl%‘#r}gﬁfaﬁe kP Q:B&é’vq{) Sreb &GOS IMERIHP dRP L08R W@cﬁeone or more

Ictabf Ity factor questions into scores.
prediciabiite $stors irslafedr toha rbuEJOWfSI applieadiono wherei the ra:hablhty data includes
. predictabilit factor ting value for e
recelvtgxﬁ eargyve%:to OB¥ i g)tog.b Ipre hlété(t %&Ftor Seq,OéIS nrefa%(]i 90 tflg] %USIBGSS
applicidaflia6d addinldrlitg tﬁ@@hﬁﬁery\l&b@?ﬁedn@ ihel ote &f @ilré i p&dictability factor
reljability inportance of the predictability fac

questiqrs) 510 Bioreso THG PECFHPRir W%S?ﬂ%“edﬁ?er%%% 8s¥E ﬁthcﬁaélhty factor
Welgh’flﬁ'g Eé £&OnEh g)'f'rtﬁ‘edoﬁé)(ndﬁfo% Hi'seﬁféta'Bflﬁﬁi IpthAB] Hhdr¥infBE HRiictability

|ty scores for each of the one or nore
factor me@htmg abiuk |stgyuﬂeacrelmbd1tb amp@rt@ne vhéheredietbbilityt facaim relation to

assoc1%uF<g é;%tggcgf . el s{())ﬁesrsoxy 18 & co\é\l%tgglf(l,g 5 QieYe?llnH% %gnlﬁgtablfhty factor

Con I gure 0 one
rehabﬂl‘f}escf)tﬁs |f&V\¢aEiE of (Hle) orfeeE ahote p@ed@cﬂit&l@@rfycw@bgkﬁdl digthe atligbility data

for each. of one nor e categori es,
and the predlctabllxty factor Welghtmg value. The processor is further configured to do one or
more of the following: (1) receive a category weighting value for each of one or more categories,
wherein the category weighting factor signifies reliability importance of the category in relation

to at least one of associated business applications, associated business sub-channels or associated

8



wherein the category weighting factor signifies

reliability inportance of the category in relation to

at | east one of associ ated busi ness applications,

associ at ed busi ness sub-channels or associated 8

busi ness channels; (2) receive an application

wei ghting value for each of one or nore applications,

wherein the application weighting factor signifies

reliability inmportance of the application in relation
businebs cRinnkRASY) RIS a MhpBESHbh a%v@i@ht%gs RS Sfo? UWhiek "N BRd Sr more

or associ at ed bu3|ness channel s; and (3) receive a
applicasipns,nebgeinuthe oamhwllonvmlghﬂngn@ct‘ﬂalsa@nfiqsrreéd@h%ﬁnmnce of the

. I N .

apphcz&irobl ﬁﬁléeﬁah%ﬁst aqs%%s% l'gﬁe % O?lgséfna‘}r']e\f??ﬁ;ugisn@s g.ﬁ)-gb%ﬁ#é’ff JF associated
businessdanhe s cadaB) t‘dfwelvb LasbuSﬁESs s.ﬂiechahmi Wﬁlghtmg neluet foo l&acthOof one or

ssoci at ed, busi ness chapnel s. 0Ccessor

more. BEiEe BGHFIBYY G On dBF P e ARoFESSE Sfietine actor sigaifes

rehabﬂi@ft iBRFtindecdl BB bubih¥ss SHiBcBanmd in APRlohGBtds@Riated busmess channels.
reliability score, a business sub-channel reli abi

The proessper is furthes genfigased iordatvainesatdeast opmeled ceazarn éehablhty score, an
applic%ﬁ;gqéﬁgrbgs rg\ede&% gr?.éé %Lfrbychaﬁﬁélg [j aroﬁ é:ir ?&%rc!: bi ¥ b3GRLE Shannel score
based aa;npthec ddstémmmde |pm1tdt:rbghwafaumr mellmhﬂynmsessami @ahsaspeetive category

in L u further accord with odi nen
weightie s, PRt Rine Yl s LBSR S g SHBRE N e
tla axeeHtaecdrl ewRR NBU kRibodigRaaRIFethRT RYERIBNC GBE prdtessor is further
di splay on a user interface a business channel and
configuis rte SPFEeHIE Hee BoEPHessadahla prograde 6pde ihdisplay| AR iger interface a
b
busine B TS PR B0 B Pl Bl S e A inplny omo
or mo&bﬂllsmhammblrchmw withindhe busingss mhaimpbhricbﬂm icorrsspmhdih'g isub-channel

e sub- cha nel. and_.th r'respo | ication
scores G Rorg AP SR LTS G B 4 e FRESB pHERpligpion scor,
one ordhte lchRpGrids AR i 4HBlicatibs 4ad mmeg@nam@ c@RkBo9Tscoréd® ki one or
predictability factors within the categ ry and the

more Pﬁ%ﬁ*‘i@é‘bﬁ’ﬁ‘é?tﬁ@ Vﬂfl‘@l&] ﬂ)@tca@gq)rytayd thecogespopding gredighability factor scores.
eho i
o7 D dgféx:gg gnreﬁﬂc E; whﬂ%gﬁéﬂ&ﬂ % %a%e ufé?rﬂ} értﬁlrél nffoﬁ%@taﬁ} a knowledge
managcmnqﬂmyglemp tmg:roamurnr qnicngram qumblct swmglm;g itdeast onm eomputer-readable
ut er - i um ha onput.e dabl e
mediufi R CORRRCE G oAl Bl ok TR SRRy computer
readableSfrd glatree it PofHvik CORBrifAF txRumblaitRtiidns] Mic efmcﬁutacaivdb@e portion is
portions. The first executable portion.is_ . configured

configprsd foraregsivinggthrugh dhgypse ¢ prosesser elishibibedaddp associated with one or

more ﬂr@daétﬁlﬁhg} fa&fto%reﬁteﬁsé %‘-ﬂu@ﬁ@g aggﬁ&tlgﬂ S Rrein TR feliability data includes
predi ct ity factors relat busi ness

recemag pmswaIS| tn onahar siore tphalictaltiligb fdciaryqubatiensi mtdtedids the business

oo R PRI R BB B At 0P fsins

into scm@,weﬂidmn thd 16caRstE WesRrdteeBi coaplct m tho €omputdPreadable program code,
redictability factor, questions, to scores, whereij

a user p}q AP PERGTY qlcgn(‘@p@}daet préquymefgw& YiCE g second exccutaglc portion
is conSQHBY (&' reE SAAG MR UBH IY B8R SOG8 processor, a predictability factor weighting

value for each of the one or more predictability factors, wherein the predictability factor

weighting value signifies reliability importance of the predictability factor in relation to
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a user interface, a nenory device, and a comruni cation
devi ce. The second executable portion is configured
for receiving, through the use of the processor, a
predictability factor weighting value for each of the
one or nore predictability factors, wherein the
predictability factor weighting value signifies
reliability inportance of the predictability factor in
relation to 9 associated categories. The third

associfREPEIRdBEE PRE ¥H11@rbxb§utﬂ:ﬂ@ Fyd)ﬁldﬁ eflcdrPicusda ey dtéiiing predictability
predictability factor iability scores for eac %

factor tqheblb%scefes ierr each péthe@pa eF morﬁyplﬁéﬂétabﬂ@f Fatoerbased pm 816 reliability
data al{vidg#lég ﬁl?lh r(}:gaiagg}l g%&?%@%g r@?lﬁé.e"flhé:fo J(éc}ﬂtat)l%g)toﬁfm is configured for

execut abl e pot
doing owndi gareeet the folleong ghrowgh the m@nﬁtlmfproctassdrp(ll) oedching a category

Welgh t o ng y )ﬁérh%é:ﬁ g‘ﬁt fi?rif,?g})rvhg]o regcttggso%gé Cﬁfl‘g%:ingtﬁg < f,/elg{z}%r \geighting factor

szgmﬁé‘salteﬁﬂﬁﬁﬂyqﬁapom%eif Mhd Eegond RORIAYIOWRS Blchdd Bnk AE hﬁbmated business
signifies reliability inportance of the cate orY

applicatiopat peacipled aputr-dwancly e 81506igied c businegs tf&aamfgs 2) receiving an

apphc%%g! \'ﬁ/é@%ﬁt@ %alu@sfﬁlo %%(%) 66 ofid!R: GHAD n%pﬁcﬁop@sv%ft?é}%iﬁt fd application

annel's; receiving a
weightivy) fbtor Rignifiab m@abx]nty Ha;mmmﬁe mfhthe capplmatlen apmldtbattb ahkast one of

.Wherein th | i cat act or SI
associfgf e Primon b BhaneSt HEmaEr oo BerSine h HPerafid peighing
value o eth dfemslor itRe Qlb-clRGHAS, I vHictsin ﬂ&&uﬁfbhﬁkﬁﬁl $elphting factor signifies
associ at ed busi ness channels (3) receiving a

reliabiliympReanes|of ks gjﬁrqhqgne \l/lar%wrndp asetitedrbusigssothapple The fifth
executé!:lﬂg H@?@g@éoﬁagg&‘ég !'ftﬁ:dtggl ) rrp &{%r{gfh ‘é@g'ﬂ?}%‘b%ﬂrﬁ%fléﬁgt one of

a categany reflabilitoscorg aaspplicative deltabdlty] egBe, chsubrmlagnel Télmbility s¢ore or a

. execut gbl e rtion is confi r..det erm

ousincf Tt e’ Biekd 8 o SRR LiB oBic iy BT Py sqpres and 4
respecfied €QOFoty r\ﬁélglﬂﬁié v&lﬂe @J?Iléatloﬂnw&@mﬂgC aﬁlu@ orr @bichlndel tweighting

score, a sub-channel iability score or a business
Vﬂuachannel score based on the determ ned predictability

f r

Bl S LY PG SR HonRR R, o
furthels u@np,ttmnrvell exwetghlel portion adomégured fou rdispdayinge cthrogighni thé use of a

procesf)orrb?ﬂI 4 user th:]t'fﬁc%fa l‘éugs?%:l I gllqltlcgon t%hgspgrgcrr? u{)l?srl clgsg %%ES‘H‘ score and

includid@ndct g rte difddy dhs pk aydrd Gublchimeghwithia s &Ju@ifnes% channel and the
processor, on_a user interface g business chan and

COHeSWF’és%‘Bﬂ%}F‘W& BEIPH NS UHARTRPPEEHIBS HENN thicp ?fﬁ'@nel and the
corres%ﬁ]@ icictPls8dc, 088 Ur HBFE caidPoflaRifinS (1M Eﬁﬁlﬁaﬁ&? and the

es channel and the correspondi ng sub-channel
correspdingsategeny sotbrewnbommm imagepicdistability Fictors Wihin the category and the

orrespondlng application score,
Corres%oﬁgmgrpre lc‘%%blﬁé’? cgt%rrslcgrs? within the application and the

CTHer &aedd ifngtiond, egdr ydvastagasthan davenBeadr disRiseed may be achieved

predictability factors wthin the category _and % e. .
independently in various embodiments of the present invention of may be combined in yet other
embodiments, further details of which can be seen with reference to the following description

and drawings.
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corresponding predictability factor scores. The
features, functions, and advantages that have been

di scussed may be achi eved independently in various
enbodi nents of the present invention or nmay be
conmbined in yet other enbodinents, further details of
whi ch can be seen with reference to the foll ow ng
description and draw ngs. 10 BRI EF DESCRI PTI ON OF THE
SEVERAL VI EWs OF THE DRAW NGS Havi ng thus descri bed

ek FRHSE RAPTIONG OFMERISEER AT, $ERRSADF TRIEBRAWINGS
reference will now be nmade to the acconpanyi ng

g%agwm'v%f}gas doMig ﬁ{b%diﬁgémsno%ﬁéﬁl%ﬂdox i b &vﬁg‘?fﬁt%hegence will now

erein: fbure provi des an ovérvie
be madend éreactimpanipizp\desrintd) evhichont sctgecarsardy drapmtto sgade, @and wherein:

d the channels wthin husi ness, iIn accoydance with
ThewshoRrPrgr: aoPvaRien o B PEmetor bglieet 316 kntylglze anagement
systemS¥8 HRIBHAhRW Rihih lal iSR! int@cdrighck REBIAEHTHBinkht bi@e invention;
zgstens in the know edge managenent syst

2P dapiouidss hsysiete desaimihstreing the in Feiglil @:ﬁ ?hq:sw@s in the
oI Gy A5 SRR 1RGSR LA ORYAER R RO

Higie 3 proedes kilomespaepdt thel ncadedpedamagemerthsystam illustrating an
.enbodi nent. of the invention; Fi.gure da provides.a..
overvigy of Bisanprey 1R wetiionsoest 4§ MBrFBr Pl eyt of te
inventig@nagement system in accordance with an enbodi ment of

the invention; Figure 4h provides a dashboard for the
HRaWE ety @rovfrsg @ nieessy Hewniqr| thes dashbodig systegh e knowledge
f. h NGl it R ' upport, in
mansgSHETRIRtR in Rl AR R ittt e ol e o
Fiigure etbSprovides dedskbwatdéor thadnbwiadde mmagdmaenk spsiére dijestrating a

nagene systemil.Justrating a _sub-channel sunmar -
channd) ARG b SRS iR SRR Bnt i PR e IR Ebodiment
of the Me&Rolance with an enbodi nent of the invention
Figure 6 provides another dashboard for the knomﬂequ .
g & psortdesypaplbes dashipsard forthsgknogiledes apapagrmeng yysfem illustrating a

sub-chSHIBnREy tdF etil%k: gﬁkf&%& Swithih hftn%dﬁ’d'tf%g UGEhGR, SHRBQSrlanck 'with an

accordance wt enbodi nent of the rnvention;
embodkingu péthe ipreotioides anot her dashboard for the know edge

SRR S AL R A PR B
an incRIGMOIGE NWenvdry df alfe incidents within production support, in accordance with an
embodiment of the invention;

Figure 7 provides another dashboard for the knowledge management system illustrating
an incident summary of a specific incident within production support, in accordance with an
embodiment of the invention;

Figure 8 provides a playbook interface for the knowledge management system illusirating
the searching and display functions for incident recovery processes for responding to specific
incidents, in accordance with an embodiment of the invention;

Figure 9 provides a knowledgebase interface for the knowledge management system
illustrating the searching and display functions for the resolved incident tickets, in accordance
with an embodiment of the invention;
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enbodi nent of the invention; Figure 8 provides a

pl aybook interface for the know edge nanagenent system
illustrating the searching and display functions for

i ncident recovery processes for responding to specific
i ncidents, in accordance with an enbodi nent of the

i nvention; Figure 9 provides a know edgebase interface
for the know edge managenent system illustrating the
searching and display functions for the resol ved

imgident p Pdvf&é@tas rdc&s%ﬁ;? HRASR oM thd kABwRARO HABMMAE system

t he |nvent|on g re 10 provi des a proceéss nap

illustrating ghefsgerehipg end ﬂléplmﬁ Bonydontia ahysnshtlogicalt a@mtransactlonal process

[ splay functions for
£1aps, k"hflcg rh{’/%tec aﬁl, agﬁrkg%bﬁ)glg]ﬁe%?aﬂ% ?‘Mﬁ@%m i onal process
neipae 1In p&n@@md&&mew ifapadisgiap d‘dr mhmkn@.f/leﬂgte management system

i.nvention re. royi des a ess map displa )
llutea B & s ol €o6i<A ranspeog] PrPruEEPp ap dapce with an
embmﬁﬁgﬁgk&@ﬁ@ém@my3|cal | ogi cal, or transactional

process map, in accordance Mﬁth an enbodi nent of the

i Figemnt | broroviflgupeflaw ghagy diselayafor| e kavarledgsi mpnaspricat system
111ustratt1gg aiﬁ \Mnﬁﬂagg% m%g Eg??t&foﬁygtc%gﬂome{ ) neée[ca% ng ﬁf:ordance with an

roma c erspec
mﬁhxhnmﬂoﬁﬁkdmmmaomﬁth an enbodi nent of the |nvent|on

Fi 13 d fI f th t I
R R g R RS S S B PO SIS REm of the
knowl&dge tn%hgdn[bnﬂ%m ANER oM ith SIGRSHINRE: oPfhelifRntion;

i nventi on; (ﬁgre 13b provides a operationa
rEigira bl 3 pipvidesesc onerationsh gelishiity index homeepage for the knowledge

managPBQxﬁgsggtEth ﬁé’t?atuﬁg‘thé l‘éﬁ%ﬁl’ilw Ed?)gest I%F e%c%l éh%Hhél ﬁ%ac%&%%&% with an

anne I'n accordance wt
embodﬁlhmtloﬁﬂ]cmm\:ennon Fi gure 14a provi des an oper ati onal

I|a ilit ndex scori i rface for the dge
e i OB P PR TP PREX sesmgiETiedr 1ok idowede
managElﬂEnte@@fénﬁ HRseftan@k  reBability Ctbic@or Bk sASRABMY application, and
within a channel, in accordance with an enbodi nent of

categopywithin ¢ channsh in scerdarce with 3y awhodinsens of tgdnveniional
rlﬁ Lahish, Iﬁ)%é"wdeg %)i)p%l‘aﬁf)ﬁéi] geﬁa%m?g( ?rLd%x s@Jnn'gn%nﬁg%v‘flog gﬂ:felglrowledge

manfagenment systemillTustrating e scorin
managementcytteqaitligimting theagoong amntlecsv\fot twa mategrﬂmdmnambrdeﬂce with an
ntio Fi gure 14c provi des anot her operati onal

t he i
enﬁxﬂ?ﬁ%FéE%ﬁFT§nfﬂbex scoring tenplate for the

Figure 14c provides another operational reliability index scoring template for the
knowledge management system illustrating the scoring metrics for two categories, in accordance
with an embodiment of the invention,;

Figure 14d provides another operational reliability index scoring template for the
knowledge management system illustrating the scoring metrics for two categories, in accordance
with an embodiment of the invention;

Figure 14e provides another operational reliability index scoring template for the
knowledge management system illustrating the scoring metrics for two categories, in accordance

with an embodiment of the invention;
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know edge managenent systemillustrating the scoring
metrics for two categories, in accordance wth an
enbodi ment of the invention; Figure 14d provides

anot her operational reliability index scoring tenplate
for the know edge managenent systemillustrating the
scoring netrics for two categories, in accordance

with an enbodi nent of the invention; Figure 1l4e

provi des anot her operational reliability index scoring

it ]]5'31 EBJSe agg f)rg(ndk & JShAWk CRERr BRI Sk nkncﬁMé&gt%rThlanagement system

ustrat ngt e Sscoring metrics for two ¢ egori es,
illustrdting gbe ceatehiog andmdusiplamnmufw@l iforethe loératchg and\n@ntai:ts rrelatie@ to one

. Fi e.15 ovides a ¢ cts.interf.ace f
section € e A et 6 VR i GO BRE T b Smbodimen of he
invent®@ar chi ng and di spl ay |nterface for the hlerarchy and
contacts related to one section of the k
N g ioeprovidess i fcidept Kper radssleinifriape % t Eﬁyaw@%ﬂ mgpagement
Iy n
systen‘f iGstrainy ?tﬁgdeu%glaggh ?dtl @go%@ni&@ﬂc‘?&ﬁts% WG LERNn dBRHBhdce with an

request now edge management system
mmbmﬁmHM$fﬂEﬂmﬁguanrequest formfor reportlng t he

ielﬁ%libra ﬁéﬁ' v1§ffst {}ﬁggﬁ Yt e oﬂ)r %Eﬁ%{?yznc%? g@gge t f system illustrating

a repoit BEmARRL offqRaiduldr Q[c1deh§ nk mwcﬁdwnmmaﬁm&ﬁheﬁyﬁ'ﬂﬁﬂhvennon
illustratin a report sunmmary o parti cul ar
i Figpigetpron ScECRBP IR AT R ARV Ledin BRRRSSIEBE Syptoe illustrating the

incider&tn%\g V\PE%R}B prodeb I it SoRERNESGfih An RRBG@RRAT draMé f0éntiohe

ge managenent systemillustrating the incident
nogiki thtprondgsr ot dssdent cmmel peggctoorttia rknewidg Iafnlagemen‘l system

. nbodi-ment of .t he i nventi ure 1 [
111ustra[%Hg i?laeelg%% oﬁ% L%Cé(geélt%, n actc?]r %%1 4 eeml%)élﬁmaegﬁé o(fl ﬁ}% i en 1on
| Fibust 2@ tpravgddshgart io$ tanoﬁlcﬁlﬁﬁﬂ corimipiestios, intdrfaae dor ailam tkﬁowiedge

' w th an enbodi nent of the inventio Figure 20 ., . . ;
managpgt sEtenp fustiginga Rart S e OGPkt Bt e incidsgt ticket, in

accord“atﬁcre\hlﬂ?arké}ﬁm&ﬁ&ﬁ of IRNAGREBAL Systemillustrating part
of the information l'ocated within an incident ticket,

i Figurec 2 bretavides winothera pas nofo theminrident qomenunisationm | ipterface for the

knowl C#%ngl’la%%liﬂ r‘[osvylst% 1l gtgclletﬂlg ?’{?} p%& &f&ﬁ Hﬁéﬁl?rag%g lgcated within an

incideﬁtytﬁ:ketl;riﬂ dcbcbiﬁhﬂoatwmganaermdiddenem af thedfivehtien;i nf or mat i on
categ%MAthln an |nC|de?étt|c | n accorgance

| PFRWECD AneEr PAY e LHoR Ghieetd for the
mOwlg%ggt xtlﬂﬁxéaggﬁléﬁt g&tehﬁﬁlugt@ﬁmg%ﬂﬁ@rﬁauquﬁ& Brohdtofb&t&l within an

incident ticket, in accordance with an embodiment of the invention;

Figure 23 provides another part of the incident communication interface for the
knowledge management system illustrating another part of the information located within an
incident ticket, in accordance with an embodiment of the invention;

Figure 24 provides another part of the incident communication interface for the
knowledge management system illustrating another part of the information located within an

incident ticket, in accordance with an embodiment of the invention;
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knowl edge managenent systemillustrating another part

of the information |located within an incident ticket,

in accordance with an enbodi nent of the invention;

Fi gure 23 provides another part of the incident

conmuni cation interface for the know edge managenent

systemillustrating another part of the information

| ocated within an incident ticket, in accordance with

an enbodi nent of the invention; Figure 24 provides

ANhBess RRGHAK ahdiRBer Pt ANiheCRRTIA ChRRichiL kB FRe for the

for the "know edge nmanagement systemil|lustrating o
knowledgsthenaggaent systemhillustrptiag maethemnpard eb thedinfjrmation fgsated within an

o {.NCi t ot y | enbodi ment of
mmdel#thq‘%k%?@ea ﬁ%cllrg‘ﬁl?g I éﬂh%f‘%ﬁf”gag@eﬂg‘?fot % %jng gﬁgbrrll ot her | part of
tHigure 26ipkeidesaoproams flawifanthe khewkdgembipemnbe system illustrating the

... know edge managenent system jl | usfrating _another, part
inciden) ARG RGBT O A GRUREAT I o ROUmeR s AT AP Bt
| g@e cor %@WB@S oh taladhye AR ipE%"Knt&facE h6r HRVIEMWIQIEe management
p

Fi gure 2 rovi des a process ow for the know edge ]
SYStemnﬂgla‘@féWéribe sodifisatan ndsmpdulesavailplde tp Aeg yeant iny awsprdpsns with an
embodﬂﬁ&ﬁ%?ﬁlefiﬁ&ﬁ’ﬁoﬁ-n accordance wi th an enbodi nent of the

Inventron; ki gure 27 provides an acadeny hone page

| Mignee f 28 @rdvadest dre ekpendéd dgelenynhgecgape istgghe@nfor the knowledge

illystrati. the certification and nodul es ayail ab) e
managpeit 3ot SN B SR B FOAHCS BIRIGRE HollE Ui Pfecordarce
with ath BMBAHiineRof HcdHVtid® provi des an expanded acadeny hone

page interface for the know edge nmanagenent system

1 Higwrs 2P providestanacedsmyi mpdule insutass doriibrikmasdedapanangseracnt system
iltustratif ttllibemHﬁlﬁE "c_lisgﬂl %gghg&,r‘ﬁlea chEujﬂ:eavUiﬂ? ﬁp Qﬂb@{-}ﬁ%ntogf TLQ ?nvention;
nvent ron. _Flgure provi des ‘an academy nodul e
and interface for the know edge managenent system

il.lustrating the nodul e_.display for user, .in

iR AR Rk erprogt g sinifac Ry st S fiedeg pamagement
systeminOA¢eErddite Vi VindRshodinikin® 6 £SS ifveAérf Or t he acadeny

system of the knowl edge managenent system in

accordance with an enbodi nent of the invention.

DETAI LED DESCRI PTI ON OF EMBODI MENTS OF THE | NVENTI ON

EMbOHTRBIES DESCRIBTRIN R EMBOYRENTS OF THIRWIRCTION

described nore fully hereinafter wth reference to

BRGNS Bhabh i ltn wil ot E R 0NE it a9 heflater it
referericaie nhée aocampanpiag edrbwiige dini whivhnsena e mentllf enbedidantts of the

invention are shown. Indeed, the invention may be embodied in many different forms and

should not be construed as limited to the embodiments set forth herein; rather, these
embodiments are provided so that this disclosure will satisfy applicable legal requirements. Like
numbers refer to like elements throughout. Although the embodiments of the invention
described herein are generally described as involving a “bank,” one of ordinary skill in the art
will appreciate that other embodiments of the invention may involve other businesses or
financial institutions that take the place of or work in conjunction with the bank to perform one

or more of the processes or steps described herein as being performed by a bank. Other
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shoul d not be construed as |imted to the enbodi nents

set forth herein; rather, these enbodinents are

provided so that this disclosure will satisfy

applicable I egal requirenments. Like nunbers refer to

i ke el ements throughout. Although the enbodi nents of

the invention described herein are generally

descri bed as involving a "bank," one of ordinary skill

inthe art wll appreciate that other enbodi nents of
cnbod 8l Y OB RIS QRO SHRES B o Sagpit incus
altogether. conj unction with the bank to performone or nore

ks W R ARES RS oS TR T2 LRE et o g BRI, th presen

inventioR R4 bOBmBBYied BY 8livéthed Hi€sn bptfakmgsgﬁexﬁ U&(ﬁh}ﬁ.@eroﬂrogﬂﬁﬁi roduct,
financial industry altogether. gfpre0|ate
1

devicepgtegner gf cambinationrpfi the faregoing. vA@%r@ﬁgth P@b BERGsafrtae present

mventfoﬁemﬁ SSED he (fm N A0 SAR¥%I Jb%aﬁimg cﬁﬁ)oﬁﬁnﬁl t "L rEi’l@ré?)'? software
aratus (system conputer program product,

emboddamtc@ncledmg )irmoyarg wewdbitin a@ft\we,oﬁuttrhewﬂ@r ¢gai ny.an embodiment

combigiiE SRS ) RSBt PO NP BT B LSS50 it g ovtom.

Furtheffibre] @hbodititvaf he HoRad invemtion(mae take It]itgfd‘r!nr SBEEnputer program
resi dent software, m cro-code, etc. or an enbodi nent

product oPAMINISHG Sof TRHHE - YsARICh SIPERREr @e@%el%ms hemaygy-usable program

code/ c%% @%ﬂéa&aﬁi’@mﬁ@ﬁc%ﬁﬁ@Q‘ﬂﬁ&haﬁﬁ%@m@ﬁuﬁ system
urt hernore, di ments of the present i nvention may

tAke suikablef wmtﬁer—@sabbrmuccenptmre‘ga@hie pedigucmay be utilized.  The

n usabl e stora ned iU avi .

compuf 3 RHE o sk B ie R, L B o B B b Wtimited to, an

electromﬁtﬁagﬁéticpnptmn‘mmimmagﬁbtkhmﬁml Um;enﬂﬂfyhdﬁutlof 8ydedn, apparatus, or

nput er - usabl e_or conp% er-readabl e nmedi um may be

devics, M4TF sBRFIOTRAMPLSS (p e PIpusBledistro! L umuerrEalg aedium would

includd R BIHWRY: B elcbBibalOoAMRYEN lﬁ%ﬂrmg Ghe bk Hio'i‘t.eg\rnjéé)’or%ntanglble storage
el ectroni C, nagnetlc Optlca ectronagne | C,

mediuinrsuel e d potable eppeiacidiskasic, syande&wk appadom ageessomemory (RAM), a

reac-offf 8o VPSP b SRIRMRA0E, AT A AR BrbORor Fass

memoxfy()),l d mmmt dBo reldagily iealore (CIDEDMY, orhmdr ngngisie opticalof enagnetic
or a tangible storage nedium such as a
“Omg$@?W§ble conmput er diskette, a hard disk, a random

aCsfper Pro@hn CBmelﬁer-kﬁ‘(ﬁi@IeQ%tVucHEﬂ%i/ c out 3Perations of the
erasabl e programmabl e read-only nmenory (EP or Fl ash

presenpriftisRijon may csniyetien dit 98 ahieetl-osiantgd.nasmiptogl ErOmSRAMPd pergramming
langua% %gé]} tasaﬁ% blI%rlo %‘fﬂag)?a;ﬂ(c OF MRGNAL 1% 8abﬁ8&9‘%§ ﬂn%v %%)ﬁléer program

gramc ofputer-reéa e Irnstruc
code/cf)mputeafea&ahh@ 1r(strt1ctmne rfat cansn®but Geerations of the invention may also be

written in conventional procedural programming languages, such as the "C" programming
language or similar programming languages.

Embodiments of the present invention are described below with reference to flowchart
illustrations and/or block diagrams of methods or apparatus (systems, computer program
products, devices, etc.). It will be understood that each block of the flowchart illustrations and/or

block diagrams, and combinations of blocks in the flowchart illustrations and/or block diagrams,
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present invention may be witten in an object

oriented, scripted or unscripted programm ng | anguage

such as Java, Perl, Smalltalk, C++ or the I|ike.

However, the conputer program code/conputer-readable
instructions for carrying out operations of the

invention may also be witten in conventiona

procedural programm ng | anguages, such as the "C
programm ng | anguage or simlar progranmm ng

can bel i : : bﬁ@@ﬁﬂt@]ﬂ'&@a&f inktRRtBRE S TRdse | OMPHet BROERIE instructions
descri bed below with reference to flowchart

may b [pryédaddp| oprocessel/ o 2 BEnsEH UIRAGE SAPWET, Fpedia) duurpsse computer, or

5: C r g .
other ({RBARRIR I8¢ o hing APRALE 1o ol S b g that oo
instructibng, hehifl ewedngr viai {hk ysbeeasar asfstha neirgnter bir cstherdpragraanmable data
and conbi nati ons of bl ocks.in the.flgwhart . .
procesfi§ GERFEET, GHE A AP BRCLR IBpPlegIcARS the T8 sionsiges specifiod in the
flowchaRh&BERbECdiRYramHIRUL R bIRKQIr am i nstructions. These
conputer programinstructions nmay be provided to a

pFhseeesautespregraia Arstartiong mpysdsodisribtie@ i a eqgapitaaireadable memory

uk- . . .
v <RSEE SATNLSF Rt oy R5RRE LB, Bl o i n o
particudaraimnhérasuchiikeat thambtruetibnostsred whihe kowpetetiteedabileamemery produce an

article %rf %%gs f%.}&oifgﬁ% i gf 5 gﬁ%a}%éjcﬁégﬁgﬁ{ééo E%ﬁ%ghﬁactds%tegﬁed in the
flowchafRh&BERbEING AR HskrivRREé act s specified in the
fl owchart and/or bl ock di agram bl ock or bl ocks. These

cHhiwpeareputeysy DgeeT iindneliensi BAY akgy balewled cone oy eempyfergor other
prograﬁﬁ%l’ét §la %1%‘3%@1&3 Gphar s Yo c&ulg@ta sERdL gt Jp@ﬁﬁioﬁal %&gp'tg [ performed
or ot'her prografmabl e data processing apparatus to
on the fecomptifenor dtheaprogianimabld apparshssrte prodeoe h colpttet imgplemented process

jnstructions stored in the conputer readabl e nmenor
such. 1o, AR YRR S JRQEDPEST BE TR wposhammabic apparatus
providé Nsedpk U | iipfementhe ihd MdcBBRMctd BfecifiBacinl @/ A6¥chart and/or block
specified in the flowhart and/or bl ock dia?ran1block

diagragyrblegkoendalocksh eAltspativelyr compyeraprogiaa: implem FHEIF &) actp may be
combif i flt XU Ruthaft Q{Hﬁgﬁl@ﬁte@ Etel%l 88kts iR bREY l%o ad lgtﬁtl %ﬁ%ﬁ%odiment

processing apparatus to cause a series 0
of the mvep®mnt o0 be performed on the conputer or other

B L D57 CBE <0 Varioh PRECERE PRUEY et MoREOPEs, with an

embod@X & W EheOiRvéntion C KR khewlebie MbhgemphtogsMMBRR £system configured to
aratus _provide_steps for hgtpl enenting the

a
manage &%@Mﬁé&% feacalls o j3bdgasti alurality, 1R the shiEmels 1acre Adrank [apd fhe sub-
channe% %&q{hﬁ{nt@sg Céﬁaﬂ{elsbldqﬁklﬁe iﬂh%[é&a&hﬂﬁi%cng:%gggg eﬁﬁlelg include, for

program i npl enmented steps or acts may b I ne
cxamplei tdn epemsene dranielndina ibapkiegeoetied tetheplogor(“BETY) cannel 3, an
automaﬁcretij %ﬁle} mactine %fl&’l%ﬁ FHné r&,)%dﬁlo angte, ho(%rfle g({]u?ty! e Qltsﬁrgr{]de technology

(“MHEIT”) channel 5, a card services channel 6, a deposits contact center (“DCC”) channel 7, as

well as other additional channels 8. However, in other embodiments of the invention, the
knowledge management system 1 can provide the same or similar support for different LOBs,

departments, or channels across any type of business.
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Figure 1 illustrates the know edge nanagenent system
1, in accordance with an enbodi nent of the invention.
The know edge nanagenent system 1l is a system

configured to manage know edge for all, or at |east a
plurality, of the channels across a bank and the sub-
channels within those channels. In the illustrated

enbodi ment, the channels include, for exanple, an
e-commer ce channel 2, a banking center technol ogy
(Flg&'é z)prslaaéw@ sfm 8l aﬁpw%aﬁatﬁlglth@fmmeh 3¢ tATMbms in the
o t tage Fone equi ty, I nsur ance
knowl¢dge hnmiaggyent(symeial I 1)1 a;:lqaudn@e wjth amcqnb;bdggq:nhqfdQe invention. As
illustra%erzia%geétﬁg I21 2 gger 8{91?}81%[% G2 efnI g s ogﬁrgﬁveéy gmg)lgngﬁ%nlge work 102, to
a knowlBdgyt MekagembrcieriRA 120, Wnetdréndrd \bankt daabastN €30, kndohe dg nore bank
nana%enent Séﬁten11 can prOV|de the same or Sln]ﬂﬁ
compules syeiFms 140 dn e et 2 VeI 04 efetha MpTFAMPULES SYR RN cgn receive

electroffc IBfPmaX &H@h@ltnoml'&i Ehagckent SGYVESL 28, PR \HafiB8sed 130, and the
system |agran1100 il tratlng the interaction of the
e

bank cemptiensysiomst148. TheovivedyH02man ﬁslﬂbalsqrsat ratvark (IG«P&N) such as the
ccorgance n
itern e e R A P S0 Pk B A B B plnctvork

or coripi@hiddn Ve lnetwarkal ’Ghb né¢iveorR 108t waKprb®ide fod wﬁehne wireless, or a
know edge.. nan%g nt server 120, one(&g nor e bank

combipgtion 9h warelinesg e femprnieation eiren desifstindhe B5woRks
149 - iihdraldd §r WEore B, Uﬁ%ru%p%oﬁ'fpuﬁe? esfé&ﬁf 160 %El%ﬂy comprises a

system 110 can Teceive electronic i'nformation from
commmmwion@lam@l gEl, mqgmdevs@ruér antbmegrideyice dhas ds used herein,
the teILBZ "‘R%%g%}n%e Yo%al g%gerrr%gstf ﬁe cﬁt\égi J(’%Rﬁ\élo usg-cl1 efop eltniﬁﬁétﬁentmg the
commthrﬁéa&foﬁ@hd/oﬁld@hdﬂ&mﬂii(ﬁﬁ ofl atpagicklaf ¥Wm. &ot exaaiplaraqnocessmg device

t wo &é or an ther type of net 4 ;
may 055 el ! RS e & BRGS0 Hetiey ) apsigts anslog-to-
dlgxtalfcgﬁvéﬁefse high8l-toWnhRL @8 Svertefs, And GAGHYUPFIr SFcueth a/bieddninations of
d wirel €ss communi cati on between devices in the

the forngqmg)r@ontm and pigral paacessingnfupetipgs of the system asetlloseag heteeen these
t r 0
proccsg%g dg\g&%s?ag%(%gs t& l'lg}é rg%gagdfgc%ﬁ%{%létlég m&;&;@%&@ Heg§¥ fga?' include
functiohalityste dplratesing or ntd‘ne sdferare pprgomesisisad)onl emhpetr-readable instructions
eneral ly incluydes circuitt ed for inplementing the

thereogb‘ﬁ’ﬁ%f%%]?‘? % gi‘ﬂﬁ H’remlo%ﬁlieé“‘%dugt ions of a particular
gyl&,tﬁﬂéesﬁﬁé d@s?ié’cnpi %of tBe PP COBPBLsydRY] LI is BPdtativisy bélpled to the
a gital 3nal processor device, a m croprocessor

comm@@c/at@@ deém Arang fhe awmoesg deyce élﬂ%. {TAP PERssvane device 112 uses the
commgﬂlgétfoﬁ deble ??th Fofniy tfe%% t Qﬁ&% ?é?ﬁént server 120, bank
or co he foregorn

I'ts an blna I ons o
databaﬁ?zsnlmpl andnite Shagh adongrute egsiemg f4!hot1¢rot1ns Itﬂhwnﬂ{el(ﬁ/stMuch the
ar.e all cateqﬁﬁetmee t hese . rocesalng devi

es .
commUpiEH IR 50 HleBPT U OTPYESC ApHRRFPL 1S5 il other device for
commMiOARSSWRE BN §&vidE@Yor flﬁ‘é weRvork 102, and a display, mouse, keyboard,

microphone, and/or speakers for communicating with one or more users 104. As further

illustrated in Figure 1, the user computer system 110 includes computer-readable instructions
114 stored in the memory device 113, which include the computer-readable instructions 114 of a

web browser 115 or other similar application that allows the user computer system 110 to
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functionality to operate one or nore software prograns
based on conputer-readable instructions thereof,
whi ch nay be stored in a nmenory device 113. The
processi ng device 112 of the user conputer system 110
Is operatively coupled to the conmmunication device
111 and the nenory device 113. The processing device
112 uses the conmmunication device 111 to conmmuni cate
with the know edge managenent server 120, bank
comm@AtAE 358 ond 30 moANGthENRvRAOKn BRMRUVAK 19Y.STRE S B HEHLvAEEI15 allows
the network 102. As such, the comrunication device

the user11Qfererageesy Bnpraveledsca mapagsmens espplieationr 15t Herthe knowledge
YA St 1 STIVIGRALD0 Ml B s Buh ¥ nomation

represaxitmg diphknvevledped/fahe speaites gréwsralicdrthelchianadls imgo wnd fppdiogtion and
stores ﬁ'lre 1%%%@203&6}2 8}]1';183% 8@1535 i rgtg:%% L Y_}In!g h&%ﬁ%@)&ﬁ&ih&t ]EII'O%PCrIneS that occur
withinC@BRMEiSs EIRARED| QTdeRSTIAIGHIEORE oftbd bafik RPfbyess, b€ the knowledge

menory device 113, which include the conputer-readabl e
managemst gppliceinn 13 aprtheir spely sessstar the Jogstioptafeqll business related
: [T I, cat:l user conputer
mﬁnﬂ%&é@%ﬁ%?%%gf%%ﬁ% %ggﬁ%S%F@%%Q?%g§%$ﬁgne or nore other

day ilbsisated int Rigureel, wor knob0&lge Tirmagenend sawsrer201gkberally owmprises a

the user 104,10 access the w edge managene .
commigE 8 TeviE 130 M SR A5 gt SR HENICe da3 Lhe processing
deviceli20 is dfeeatkRBRVcREE teMBRBAARMIcaARPHdER 120And AR BEhHG R vice 123.

information representing the know edge of the

The prpsessip slesise 422 gises e (communiration deivies 52) tor epuygpenicate with the user
' ti t [ IO

comp AFOAER, | 1 O lSARRRE 19, L) OBk pltfer SRS 10 over e

netwotkhid2. dcscamch, the tdmmubihgionadevwead 2 ¢ lgemana ] yscomygisessa hodem, server, or

T T T T S

Figuret hahé Q@ le@t SbndeheMUseee 990 rifdladed tonipifcRidiBABIO Anstructions 124
references, as is _discussed in greater detail bel ow.

stored Ag the me@eRyAeuirei 143 FBigh dncjuder the CRmBWFEHaebifainalgvent 124 of the
\" ¥ C ri I G |

N L R RO A T s A

managémentmeneed 2l agonadgwicoe itli2 2mpertapp ar vate el thepneyl edorter multiple

the co ni.cation device, 12 d the.menory device . .
systemy SachO TN i, S Un P B, ot i cliigptine the
informdgy R thedhotvitdge Mabiperhesywleinhl .t he user conputer
system 110, the_bank databases 130, and the bank .
cﬁwplaﬂr% rdatapases 130 eareralesommise arfompynicalion deyige d3bip processing
devicel 39, SRMTMBIEAL dRRcA8Y] G8e bdke SRR LY 38 |

E:ermd’em ser ve§),t or ° ot her © geviecg%f gr Cgomgﬁ‘?ﬂf&“‘?ﬁd to the
commigtigagion dlevice d§1 and thrempmonodeyice0B3. AShd protéssing device 132 uses the
il.lustrat.ed,i Fi gur e t know ed manager
commigipdfBh GHEE 11T oris e iR o LR PR PR TR hegpcase
management server 120, and the bank compuier systems 140 over the network 102. As such, the

o

communication device 131 generally comprises a modem, server, or other device(s) for
communicating with other devices on the network 102. As further illustrated in Figure 2, the
bank databases 130 contain computer-readable program instructions 134 stored in the memory

device 133, which includes the computer-readable instructions 134 of data storage applications
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stored in the nmenory device 123, which include the
conput er-readabl e instructions 124 of the know edge
managenent application 125. Al though Figure 2
illustrates the know edge nmanagenent server 120 as
one system it is inmportant to note that there can be
one or nmultiple systens, each with simlar conponents
that handle collecting, storing, and distributing the
information for the know edge management system 1. The

135. PROKadakahas aspiitatodernss atuied WREpER ﬁldcﬂﬂifélhﬁif&&hh&ﬂ from the
device 131, a prOCGSSInE devi ce 132, and a neno

variougjbapkeempgter systns 8k ards knnyvledagi managepent serspret 2 fqréhﬁyhlowledge
manag&‘ﬁ&&l gfﬁ aﬁoﬁ IPfSI ggo(?%%ﬂebl‘éq}l'oﬁg cHBYdi %ntlﬁge %@gd&sﬁlses ]H%O store the

essi ng eV|ce
data reiataalrﬁm |m1pla@'hocd¢ev kn@vli:@gebasms,cnmpu nilavest, @pwiatibnd] hreliabgléy indexes,

conput tem 110, the know e nagenent serve
contacpebify PHA“HaRRIBLASALET BEatns PA0SGHEREnal e knowledge
mana &ﬁ&ﬂ‘t@&:’ﬁerﬁqzwh&ﬁ abdI gD diséiGed 16 QRTEINHCIR. | Athslgd IFegird 3 Ulustrates the
neral | nprises a nodem server, or other

bank asfré(1§¥ arsarne %’éﬁﬁmiu Al BaneE AN tohnese et terss icale de e qigmultiple
databa%ghéﬂég‘{ ﬁ'ﬁgxmﬂés e B&dAEEs chid Hﬁﬁ&fe%gﬁp?@aﬁér%r% %n&or Eh@@lbutmg the

asés 130 contal n comput
informbti@t fou dteiknowletidd mahapesstni gystelvel.nenory  devi ce 1 3 3

ncl ud s the C ut er - rreadabl . i nstruct.i
obhe i "GrES HAGE T SeeS B TR SRR Jes 141,
procesﬁﬁ? ldeGiad |1@215an113a5n@hﬁ>ry1§@ﬂcé 4% a{dthy r;ﬁoc%ﬁﬁiingstl&ﬁ& 142 is operatively
ormation fromthe various bank conputer stens

coupleq 4@ thegoappacitien g’é"lﬁﬁﬁﬁbé’ﬂ‘%ﬁ’@ rapQry deysg 1 ?or fpgocessing device

142 usE%@Wcﬁ%glsﬁm t41 138 e{}jllruTﬁhicglg gxi'n%gﬂ&e E%bg of ?ﬂ@} S»gteh‘f‘l 10, the
knowledgk auaaalgdrmnt Ismrqurl 1a9m¢1¢1a¢ bzmkawtaé)a% (EL esq:r thtap@wol‘ld Hids ,As such,

oper at |.o reliability indexe rep
the coRRERTAHEN Qatet i LT Y FOBPHac MR Skt B tevices) for
commiifi€atinp ot dgieer dBNRYITEMe NSle182, whd ch dﬁplay,ahiouse keyboard,
di scussed in detail below Althoug h Figure 2

microphpe sdiar epeplfes o g A e Bi0ES Y5t - i bs further
illustrdtéi g{;‘?gﬂ'@ﬁ‘t tHeOb4HR! rﬁﬂlﬁ‘ér gﬁﬁeﬁ% SN chifaifl %I‘Iﬁﬁlt&yéédh&l% Srogram

each mnt r conponents that hand
1nstruc¢:lam ud4 ratgred tiorthe gneracprd/ d;emqjq 5},&3,| which nlgc]uﬂ@ the computer—readable

1ns1;1'uc%131|1ﬁ(rl%la E%'oli)aé'é( aéjy S}%a%ons %%e glgﬁ e%?@’%%@%ﬁ;{gp? égg il ﬁSedTlﬂ? part, to
captur€ ﬁgﬁﬂb&b&&tyl mfbéﬂlatidnc ﬁ){iﬁsi& knéwlefg® annsdengnt &pplm&hdhj R25 along with
..and a menpr evi ce ssi ng .devi ce
prowdal;ge%uapw gt%ﬁaﬁ%wsfem éftégulﬁ%ﬁa ?dﬂ (S B Gan computer
systerr1490 ta@&lé@%ﬁﬁ[ it MhiRtakthd- no&h:ﬁaﬁ%ﬁ&@ eeShdGhei \hfl€ple 3 e, each

uses the c¢omruni cation device 141 to comruni cate w
with simdan sempensntsuthat kapdlee gaptudng tapd dikinibuiieg dlc lnformatlon for the

120, and the bank databases 130 over
knomf?‘%e ne%?ﬁ%i}%}ks such,

Figure 3 illustrates the knowledge management application home page 50. This is the

page that, in one embodiment of the invention, a user 104 is brought to when signing on, either
automatically or manually, to the knowledge management system 1. The knowledge
management application home page 50 has tabs for the various applications within the

knowledge management system 1. The knowledge management home page 50 contains tabs for
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t he conmuni cati on device 141 generally conprises a
nodem server, or other device(s) for comunicating
wi th ot her devices on the network 102, and a displ ay,
nouse, keyboard, m crophone, and/or speakers for
communi cating with one or nore users 104. As further
illustrated in Figure 1, the bank conmputer systens 140
contai n conputer-readabl e program instructions 144
stored in the nmenory device 143, which includes the

the pla?@é'ﬂk'é 166 ‘tﬁ@ﬁﬂﬁ\héd’gebés@ 9bb,ukd ingﬁbs30b4ﬂlefﬂ%5vs R8BkKhe dashboards 500, the
ppllcatlons 145.” The bank applications 145 are used,

operatiopalpealibilityo md@&p(t“@Bé”)t PO, ribe capntiety TOH dhfmsrt:pqm 7Y thpencident
d ton@P o h
conmiSR A RO SR soRERLACAL fadg SIS e snonicts

managEingntr ppHcdtioh Ut riatues b eall d ke pﬂﬂpd‘,ﬁoar SUPBYS teans, 384676138&3 other

one system .t i mpor t.ant t% te th t here
cmployfizs VHH AES ﬁ@f@f;;st?éﬂ%mwéawl % RS CBHER dident,

1mplelﬁéiﬁtneﬁa1ﬁ'ghlﬁ;tl§ﬁ‘ F%Lbb‘l‘idaﬂgnsa Rfd diopd bfl Ritthd EndviBddefeRlidiBlol MBduction

for the know edge managenent system 1. Figure 3
suppoif.| | ustrates the know edge managenent application hone

p[ﬁ%%e gl%bﬂ%ﬂlieﬁt dt§hd ﬁgent gt?le W@Ll’eg%f{}?%ge Vﬁﬁé%%t&ﬁ Mleafbe used to

nventi on, a user n-signi ng
track iatiderd$ thee roco@uivithint the a‘bhhly dncmmtﬂ,l adel gventk dhitheccur w1th1n the bank

know e ement em 1. The know edge
Systewgg}'eﬁ@%fw%%? BRCMSG BEoBa SPSBIRG e aBges ofhe fgidents can
lead to/ PHIe@¥SstHR! infeRdckiORs (WL iF thBRustbensadgsied)aABS IRident at the
system 1. The know edge nmanagenent hone page

0
time of gt Wridentt iz af lgter poigt ithHmey @6@1&% cap@so {gad to degraded customer

3SR ! b 900 200 s LRI 19006 o
inciderft)” ORE khoweledge mhmtgemmtayﬁmﬂ&ﬁmugﬂlﬂle rkapeletige liﬁﬁhgembﬂi application
i nci dent. conmuni catio t 800,. .an
125 tigS afl ) s PR G ene PR PRV SO HeMASAS (TS bk Somputer
systemBARD bfidbdnRpdicatibss used by all of the producti on
support teans, as well as other enployees wt

abediganallyn when dncigentsraeulc pocury detpiiseah it mcall%tSfWe afigred and
emploweg QUG ANtk nﬁ‘dl&kg&t ot an hgp%:rﬁ%?g(? I}%Ee!é?%ivn g%ﬂ%gﬁ&k? ggfstem Ciﬂformatlon

plications store
relatedt tn) tlneankudd:ntsomd acj:pmm’ tonthat gnmqosem:rediotrestablmhed be maintained in a

i nventj.on, managenent, system 1 ¢
cental T lioN TAor BB < P B GBI BB t the net
incidedtlig itRERlche A6rewRdeRbfagtMalt RS fovdsbiukioh BE a BaRkeular incident, and
systens_ and_ applications that are outside the norngl

employsse rveauldh @obmféamawmcmeows derfparaghale repdlye thopincidents.  This
o 8 TR HRE 008 (T o A6 8 B o
incidents alildjwrmgage tht appromtaby repmurms to restivathe iherdérde n$echaagystem would
allow t%r many E&ijs e?c occglte%q‘grdﬂle same IiEsons over and over again.

Embodiments of the knowledge management system 1 were designed, in part, with the
goal of reducing the FCIs. In gencral, the number and duration of incidents corresponds directly
to the number of FCIs. As such, embodiments of the knowledge management system 1 focus on

reducing the number and duration of incidents, which in turn reduces the negative impact to

customers.
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interactions ("DCl"), people hours lost ("PHL"), and
agents mnutes lost ("AM.") for each incident. The
knowl edge managenent system 1 through the know edge
managenent application 125 tracks all of these
metrics for incident troubl eshooting and anal ysis of
the bank conputer systens 140 and bank applications
145. Traditionally, when incidents would occur,
details of the incidents were stored and enpl oyees
B SRAndshGn! HiCL, Qs?g]{eﬁ AffeRht ?éaeﬂe@gg%ﬂtf)ﬁls'oﬁier to organize the
Furt ernore, syste nformation relatedto
incidentm dqydbncls afnpricrty mrawthercga‘mmmtes grisupse mbedlmqnt the incidents are

organi elp c* Sgeesjevortpfgal L 1n?1§§}ﬁ%ﬁéc§1r1]t}élglh éﬂ% | 953 er systems 140.
SeverityQitled 1 p@tidests hﬂﬂnglﬁiﬁlpact ﬁglluﬁeaﬁit evéntd thet cpusdinll diirupﬁtﬁlrbf service
management pushed for res tlonégf a, particular
or outaggs fogistomessand/qs pERogiRtss s THersI s of nelsnisipRieseyt the bighest rating.
Typww&% 5 PR rols 1ﬁsé?ilv¥1@t the tl')cingﬁ@ﬁ@ and"! 't&%' are addressed
thod of tracking and resol Ution takes | onger t _
immediatelp 38 arayentofurtben dsuptinn dihgrades ooutages to |cn$iomemtasd/&n @ssociates.
Seven{y two O@ﬁ?‘gnc{egu Ci%g g{egﬁlgl Al Sl gf ?}Psrt%?tl catus?f;r %a“:f‘? ﬁ dt S‘uﬁl@sof service or
outageb I&abumw andfbr fagdociales. Slz’:},@iﬁ:aﬂ? amamum oﬁpﬁcﬂ;ﬂ ehange is available

o 39 STRRCHIEIL L P IRN 00S, OORIETL U Sic o

outagek &% tﬁegu%e bkt YBAES Adrmahfif fﬁqmﬁﬁleﬁ@ﬂe&j USé\kh%ntthe 3 1nC1dents are

I nci dents corresponds directly he nunbér of
low impgctseroion-veidespeiadenents gfat hiee mnmmlelaingv@ctrfa rﬁ:aqemﬁtandfor associates
1 fo u n
These %ﬁ;%é gfm vents ﬁxe%f‘by t'i1§ g’?.llsrﬁ]( rrg%\% la;se%e%?%?ﬁ n%as g? |S€I§"r’ Igltnbg(ﬂx{n%nts of the
inventioO onlyusetr&il? tose (BGnd eo (T)dhecidaits arearackel b;sthb gnedledge management
dj fferent |levels of severity in order to organize the
system lycj dents by | evel s of priority or other categori es.
| M@0 Qa SIRAHIE Mashtb @ friGs RN 580 @sedtyoRB 'kﬁ@ﬂleﬂ%@ Ranagement

t hr ee severltY | evel s as the incidents occur in t
ay’

systemph fektrassapd displayeg weislents that ogay @t theypagihen and thirwshdhfndashboards
s00. 363l AL T80 S30LCRAC S SHERIIE oo
either pslﬁngloatbemg pikbak mﬁap&anocnf relalm‘lll td>e11ht: dnciégte thanbeduh ehroughout the

vl b GBS SRS, AP AR e ok

computedT¥PHERE B40/ ab heNh@UEHH odcuf.t MBdrelies, dd Plisated by PRIk 16684 in Figure
or out ages to custoners and/or aSSOCI at es. ever i ty

4a, the kpwlodge] manageneny E@pbca*r@au 138 qregeuess the, Eerdents Ha statug glescription,

start—dzptg dﬁ:}ldadated bigdaH SQ\FE le%glr H}aﬁ)ﬁeloiﬁl E{ g%e _chfinfeHRILHRIT 3, ATM
§socl at’ pl ca r Or process

4, etc. a,h artgélamelamapababl @e. bnhnet Ibenien@vmu symwhiah busiyedse etc.), failed

custonEE H;%zrgeg bgtc an% s &gé( thteodapar (()env‘[% aufﬂgJ Eletltgt?a{sesdiﬁr foP tatlla??sisolf)y the user

104. As illustrated by block 1506, the knowledge management application 125 communicates
with the user computer systems 110 for displaying the data related to the incidents on an overall,
channel, sub-channel, and individual incident level through the use of the dashboards 500. As
illustrated by block 1508, the user 104 utilizes the web browser 115 or similar application, to

access the knowledge management application 125 in order to review and analyze the incidents
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outages for the tinme being until a permanent fix is
i npl emented. Severity three (3) incidents are |ow
i mpact or non-wi despread events that have m ni nal
i npact to customers and/or associates. These types of
events are fixed by the bank on an as needed basis. In
sone enbodi nents of the invention only severity one
(1) and two (2) incidents are tracked by the know edge
managenent system 1. Figure 4a illustrates a
occurr@@ S RS LK ROFESRrdll, @Minhe) QubiSiRfndlY addRdkitral Rdlent level though
managenent systen1i to track and di splay the
the dashheardedi® t hat occur at the bank on and through the

dﬂ?e V\F&gén‘é %fo%rga%énr}éﬁ llaelpi)p (itl gﬁ{)ﬁged%ztgl: ?Igdé‘él&(%g%nmb g&nent system 1

is chspmyt:dh ar vzmdub |da@1boardt.; allmgrafedsh &tgures, andebitimougle atiedlltgrated in

i.nci dents that occur. t hr qughout var S
Figure b s aH 7t REeEG: SHRIoLOE O eEe BLAEvMBR I A g racking
the nu®er ol QUSRS HRARK cukIBUSRA ﬁﬂ&t@ﬁﬁuslé}gnnﬁﬂexﬁeﬁe For each channel

i nci dents occur. Thereafter, as illustrated by bl ock
the knawlydgs mamggment ap@gcatlonéom@gg@ 69 displapia g swaent mcident status section
60 andzag@élbr%%{fptglﬁlhn%gg cﬂB ?ﬁéc&éﬁg‘c %g?gﬂes o as{éié’tbo?]lt@t(ﬂ%ﬂellyis tgf/mge:s 62
illustratiegein, somb anmeﬂnnmtsathaerdm(bbr ef orencevmity beel2meBOTicket WTidents 64

s S s R oL OBF e s 8L B GABRe s

dlSpIa)l' AtQUAGtH e, 3gr@6n0 yel R of F&rﬁﬁllhﬁ@atﬁgtﬂ@e Shetald ﬁatlﬂél Mel for all of the
dat abases 130 for analysis by the user 104.

incideqty ingpeh ghasacloy bl ock 1506, the know edge nanagenent

a i

0k, g0 £ DL gy S350 ST S
52 and the bteamt Hclentostates/mixai(l remaink anthe ltop lsud vadvaomthle usaisdscreen as the

oo S o A58 o B e AP 2 B

Uﬁlféfknb%dlgb hlahig%&xehh@p%ﬁxo‘ﬂﬂ@ﬂ@@fagé—5(513Q1rt0§1| foi lllpipﬁer management to
pplication access the know edge nmanagenen

see thﬁ‘a‘b‘ﬁrqllc@@l% At ﬂ}? §Y§t?m%PﬂE@Vﬂ§l& WV@WI% gt the élp&;lg@la‘{eﬁ do severity one
U)ami%ﬁh%&@&éga%%l ePQw EIVI Qe over al

i nci dent IeveI
tTimJgdﬂy pehﬁmiam;h:bmncds 76(m? thd ﬂmowhdged enhagenfeot application 125, in

some %galg(% él})ﬁrg gstr& egglf) E}gag %bt hel kzsergagg glaag?ln 80[{:emr*]1"éd thusfar in a

day fot bdcHShimicEth 1h&eﬁ1bﬂ§ be8nSthoadadd 4K). t Tty p-érfoﬁ‘iance sectlon 70 also
illustrated in ggre 3,..the know edge. managene

gives BBPIeTaE Y FHIeHINR S 3G Bovigie heusst dd¢ 3 ViSRS ¢ the mumber of
incidefts gk 'af@n%r{ﬂaﬁ gﬂ Liﬁ'éjgfee for tﬂ&' Q@ 'ﬁBﬁoranf"Em FLre@yr 'Tﬁ@ "gﬁﬁfges 62 and

open int riou annel levels. For each’ chann
scales t7|491r¢(mv1,1 bgcﬁg@lmqawmmllyqumutwm, it® tra¢i©qearha@elefs@ the number of
Gurrent | n?t ent
C

ongoi%gﬁlgiglg tg rap% %reé%(ms% c pr;:&uétf?otﬁlgssugﬁgr? % ﬁl{nsl ncﬂgere {s & particular
channdl tsBbwitig 2864H RNel @ hdideplsayise0BMgRA doil down into additional data analysis

tools to troubleshoot and track what factors are causing the incidents.

T

A user 104 navigates to additional fools in the knowledge management application 125
by selecting the dashboard 500 tab. As illustrated in Figure 4b, selecting the dashboard 500 tab
presents a dashboard 500 that, like the home page 50, displays the daily performance section 70
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illustrating, in some enbodi nents, the nunber of open
severity level one (1) ticket incidents 64 and the
nunber of severity level two (2) ticket incidents 66.
In one enbodi ment, the gauges 62 display a reading in
the green, yellow, or red for illustrating the genera
status level for all of the incidents in each
channel . A user 104 of the know edge managenent
application 125, can select the detach button 52 and

and 1nEﬁﬂesCH1rert§m nhﬂlﬁéﬂ@fthﬁfeﬁ&uﬁl DK aROschg MR ﬂﬁlsfi‘étlr%hi? th®Bumber of

| evel view on the user's screen as the user
incidemntaid gnzrmat or hirr@ugai tﬂi@ww@s,tth@ﬁaslﬂbearﬂrﬁ@waé&@gélumgveﬂ@mel status

sectioxﬁ%(%e | ’l;h% ngtu% s? Q@M Provglgs a v%aw%og‘ﬁ%mrﬁ%gf& tﬁgfncfgients across
cach chdi@elomer rﬁlkﬂbeheﬁiﬂahs.ofhé er $946 e nwidoythp separae d@nﬁd&i mformation by

overV|eM/of t data rel ated to_severity._on 1) and .
selectiag g £panngl Rafee Q% i e STo RO RS T Fiflexamle, Figure

4b 1111H1‘§.Q§E@§1 ﬂie dhgi€lelatdd & BRI d-YorRBELO CHRMCE? S el BAnred s@fustL&ion 502
edge managenent application 125, in sone

111ustr@¢sbtb@| irepponss andl [resieyak QhaésS 10h thet Bt LaintensitsbehiartoF 12, thei igeingayse chart
514, an an ﬁl r%v&aﬁcﬁ%rf{)f %mgr%%%baggd?ayﬁ ol%ﬁ;ﬁ)ﬁgéaand] restoral chart

M YHCrement s of one
510 mﬂfem‘e@ tHEpdvefags eidel 1©|is tﬁ&nglm@ducgmv fppartge nesohle myesevemyvlevel one

le 7 th ! Lay.
0 or e B P RSl R S EhERE usts
the nuﬁfb@le Hﬁ uﬁfdehl@efhaté\ﬁ&e 3N ek 8P kvithinNthe @oﬁe@ %spoﬂ_fiéetnﬁé%g@fsa period of
scal es are used by enployees, eci a

severabwe@qat daysor thBTSt rTé@ Roqirca@semhgﬁ 5I1é%€e4 pig ﬁbarhu @?tmgftge root causes
of theglgl%g%r??a% g aérg"eelﬂt tacﬁ*réraiélgﬁ cﬁ QNSG 1Phs tahﬁ‘o c?%H%feQ{é change, a

&P U1 CUlar
busmeSsha)s/\hsmgl €'BAGH chengel a(BAUrfallhde,naxsumppmed ﬂ:Mge,amr almidckllaneous

change!, gl ST 51 SRt QR i PEeHEe ol I o gh channel in

relatmh&?th@%ﬂ{e%cheﬁné@%ﬂﬂrplﬂeﬁﬁﬁd gates to additional tools in
t he nomAed%annanagenent application 125 by sel ecting

t Haserakditsen dallsiownt tayiewnhe) ingidenty asedatpd with gaecfio gib-channels of

e G588 HIS-$ApsUERIBAELCA0 o B SopLLe: 3, g iy

perforpetideatentiorc 20.s €ot exampl€) Flglﬁ-eamdlusmtam gEw hﬁtheotlaﬂents in the sub-

channdly S cRmBFS B SR & 16 RGPHERSNE A5k P S22 and small

busine5PSENRB-chhtiR]sd aTHe ki’ﬂtﬁ’ddits’i@@dﬁbl&?ed fol- exh sab-eBanaelcih almeiannel view
status section 502. The channel status section

sectiorp p@3si i aBuch e samewayms tihﬁw@fe epplayrd foidhy elii?@@elal@v%slg the daily
perfon%gﬁ"(!% s%ﬂﬁﬁllnﬁll of i Lﬁe ﬁ THEL ng de InSaried e'zlg’l?Bﬁ tiigs% sﬁﬁv)éhannels are

View The separ at anne ormation ecting
displayddan tied suha:hmﬂel stktuo seckion ﬂO4 ras ilhwstratad hyFlgmlefSO r'l?iursubchannel status

section 504 3Py i S5 o iSRRIy 6Py 8 nt et section
502 of @8 ab, sk aelhasesiowome B2k down of the incidents for each sub-channel when

the user 104 selects the associated sub-channel name or icon in the channel view 503.

If a user 104 wants to examine a particular incident within any of the sub-channels, the
user 104 drills-down in the dashboards 500 to the manager on duty (“MOD™) incident list 530

illustrated in Figure 6, by, for example, selecting (double-clicking) the sub-channel name or icon
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illustrates the response and restoral chart 510, the
FCl intensity chart 512, the root cause chart 514,
and the FCl ratio chart 516 for the e-comerce channe
2. The response and restoral chart 510 indicates the
average tinme it is taking production support to
resol ve any severity level one (1) or severity |evel
two (2) incidents for a particular day. The FC
intensity chart 512 illustrates the nunber of

in the AREbSHENSS0 filSkatehmeringt 5T IPHeMODL [ SheldioRnRRE s the manager that
response tinme over a period of several weeks, days,

is respopsiblg [P theTaventualoreselulifgeok mgidents 1a aj partieulsireshaimgh,sub-channel, or
appllce{t 0L1 li'ecﬁ;e{ ﬁtthggz%nﬁ(h She %DQﬁclﬁ&% hst%fSOthEaeaﬂ il?lgldglﬁ%{ %usasécti%n 540 and a
(0] nges, such as

varl ous cha
custonree lc%ﬂﬁﬁ)hnhaﬁ@ The inbikisﬂltrmﬂ;ls; sastiansifl lists' th\lﬂcheEﬂtﬁ:lkﬁunﬂJer 541,

e sk L PRE B AL 2 4 SRS 55, e

duratidn@ﬁﬁﬁk%@ﬂixﬁﬁ 84 fthd"CHafindl Qﬁlpmy@h andgle A1 Sst)eb@I 5811 PHL 553,
to the other” channels within the bank. A user 104 can

and AMEj35¢ fersagh ingidgntew) Mﬂw@stﬂ?f@rca@m thesusst | O ogxeiing each unresolved
o - | 0
incide 16Tk oSteP! T URPE Byl o BFR SRR 1o MURAEN IR AR g v

104 cadaiudwy the prdidantainmenthewtelo and Bay, ko webxaninge thd guiter 6f incidents
) *Ilus rategha view of the incidents in the sub-
vieweq 3t O BS 083G BiSCe. conmer ce channel 2, such as the

oriel daGioRRP loghtview 332 G0l Gaed 32 2igude, 108k the 1S {0M@8W the number
524 sub-channels. The incidents are displayed for each

of cust@mmcwh@] heve loggedhimte Higriplated \shapelss se-plngp 3and; apphigatians at the
bank. Hlee A L%ﬁ‘mfep ?(ygp ety %b%ﬂﬁs@é@eﬂ 1£ %!gu%& Jﬁ&aﬁ%ﬁi}% number of

eve ormance sectio
customéls whd havmlogglﬁrmtcsuhmmnhmeelsarxlkmg smhechamfel bhibs e-commerce channel 2.

The chgéglrﬁ():vg eré%g!@%e%g meagu %%mgf)gg‘l eba é.lkég)%be?-ﬁ(g?ogge 1ntt0 a channel,
sub-chttlt, ClruppBEativh AbUs carb 86 tcoMipared hghlinsPthd YasnouhE o f¥Rlents that have
charts and i nformation that were di splayed in the

occurredhith| chawnel,isgbrchagsl, o apm 1@@#@ Ay m@\ytcapesdhe Rupber of apjdents is
prOpOI‘\[AIE&I s ﬁﬁkmﬁtﬂ}@p of u&&ﬁ 1J 1[3 %hzft Q4 n&aﬁaf E%Q%a fi customer

user 4 Se e aSSOCIate
login viem®3dsinipdp prqvn:les laaothdﬁratnnlelln hﬁlpewg 0Back|ad aroubbshoi)f)dny incidents

wan 0 _exanmine a particular incident within any of
ﬂmlm?ﬂﬁﬁﬁﬁg aiannel s, the user 104 drills-down in the

deehlastiodsl moalicoaﬂm tHB0&E 904 @ viwt ﬂ‘le (s?ms)abbﬁtcéadle Mdividual

list 530 illustrated in Figure 6 or exa

incidenyesdbesttgd (R Bighreel. cHhecuspmyt méryese!seiqbthé pgiicat tl@k&h@n@:rer 541 in the
MOD b]%ﬁl@nt 1%?’530% Héw %&m ﬁot% 990 : lT'hH%lE{aﬁtrggﬁ)rrﬂ %Btg)gc!togfélflg asmmnnary

, in one enb I's the mana
of imper@ orieiniation pantaintbindhemntidait tickstoivhich gndisdussed gi desil below. The

tigul ar .cha ne sub-channel pplicatio .
ceail o0 e B Wcesnets! MERENE shorBh 33006y Mormation
sectiod 562l € Afnpsdt &tfbﬁnﬁ@ﬁtse@iam@to ald dhPsunGiigy QMdFmdtidgisBetion 580. The

vol ume 532. The jncident status section 540 |ists the

genera] gdormatipn @F"&@@t%ﬁd}?ﬁeﬁhe 51,g¥r1pt10n start date, end date, duration, root cause

owner, incident ticket number, problem ticket number, severity, did the resolution meet the
service level agreement, the related playbook, and the time and date of the last update. The

casual information section 564 lists where the failure occurred, what event caused the failure,
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the status 542, the description 543 of the incident,
the start date 544, the end date 545, the duration
546, the severity 547, the channel inpacted 548, and
the FCI 550, DClI 551, PHL 553, and AML 554 for each
i ncident. This dashboard allows the user 104 to
exam ne each unresolved incident in the system and
check the status of each incident. As illustrated in
Figure 6, a user 104 can view the incidents by nonth,
and wHB SKsue® B8mPRded@ ShaVRhacB ST GRRAAAErel MENUMRLE irFbrmation section 570
incidents ~viewed at one tine on the page. The
includesudie dmppcted ghaqmvl 848, 3B impacier feghnienl jxequtiye Sd2the impacted sub-
r [ u
channei‘i‘ g,"iﬁ g&?ﬂéﬁi&l }{sr%é,"l %??gf]yﬁnne ef 5 MR Ss1fa the AML
553. Eircsuappdriy Gﬁbhﬂ&t&na#ecﬁdmeSSObmdlndesmemawpif ghe tekieral, the cause, and

custongr lL.ogin view 532 ill ted jn Figure 6 . .
the osplEB0R b S B BrP BRSPS PRSI Sl o o detil
report Sma&meb&ﬂeﬁ%ﬂ‘lid%@ dISHRACIP AN @dsoRk thdRcReMORTR F4Qlong the incident

channel 2. The chart provides a general neasur enent

stands opithin he prsictio seppottopasecssoand ggednpeh detail diarhsen added to the
1nc1dergtg§|k§£2?sq? ﬁjscus%d ﬁ’%ﬁtlt & Abdafl Snﬁloché f Ics@& opoTpar ed

unt o I'ncr dents t have ~occurred in
t Tiat detdibrapett, S68udilosds sanumsel 1060 apzphme ahd drack ke mmdynt progress of

. ses.the unbe nci.den roportio
partiesgfigeng o BHEraHRrbn DT Bo-Emints Foh AR Hgompletd
incide@$dkets,] BQusEH S0P RBIh a lsBAild} oF W sadd iSuehhdy Pédavd @eSwork load on
anot her tool in hel ping to track, and troubl eshoot any

himself/hesisel&or sthersigyolped with amarticalap gidentrHé thesems 4 sinibo @roblem has
oc:c:urrgctiJl grgthl% né:???/\?lgu MRS of g LnQidkhe eI}Hrl% ZSQ)S\% thk ‘iﬁes@ﬂolﬂ& (Iant The

Incrdent, as i I n"Figure
detail fRipert f$@rand Gide i]la;ylesfeﬂlfé@ts p:rhvadq: acrle’didnd otfliok of theuprbesss, kdple, and
s BRI SR iR 2 RS Bl g v v
the de@iil tcPBOIS6ONG illdhkidy MR $t@tds W%&hﬁﬂ&tldiidtdé&ﬂnnw @Le Miext step in the
ticket, which is discussed in detail below,

procesgef Epelving s ncidens hegaise irdettlrepesh 00 bisethg é%ép%{ﬁon to work on the
1n01deﬁtn£r%?f t%%fabﬂﬂnéﬂ%%&&hn@ﬁgket k%?vfé%&al i nfornmation

act ormati on section 570, and
t Free gayhoek i 00 tebos mlatstramd sre Eigiueer8. 581k playlwokddh aatabase gives a user
access &%{ngldﬂégﬁrgg(grgfyeg& N g? 6 ﬁ'ﬁe e d?é{l{ eov%e 2 g%i\}\hé:sellrﬁ rfﬁcl 635%0{11131101’1 on

how ahiifidi@ént roafitRr rescﬂff@bhlﬁi’ftﬂel ﬁk{ﬁt talaem‘tl&rthe Srésoﬁttioh)bf tﬁe dncidents, A
the resolution neet the _service | evel agreenment

playbaok| sepreh §eHgbJaR, isapravided 1y fbicnthequer 10 sarety Hgr ¢ SHannel and
appllc%\{%ﬂ%tewhmﬂ%e/sﬁ@ﬁé‘éﬂk tl‘lé"lfn@irdgﬁtré%eﬁeﬁﬁﬁéjm(ﬁ6Altt1:rh§ﬂv%ly, the user 104

ere | ure occurred, what "‘event caused the
may sdagdh for ehe ingidery m@bmtgm@wysmﬁb@nhmwkm@mh fgséion 139. In some

embodtil?}gl?tf {aﬁboo-ﬂhseglé %%{1 Ig 22(2 {rﬂ%&rg@ J) %%co hhﬁﬂg? 7(19 playing all of the
incideﬁt&%&fﬂeﬁ)aguldwﬁﬂ toreanSaplication, sutpeleingel, stibhannel selected by the user

104.
An incident recovery guide 150 is a step-by-step process for identifying the root causes of
an incident and fixing the problem. The incident recovery guides 150 include information about

how an incident can be resolved and the steps taken for the resolution. An exemplary incident
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channel 573, the geographic |ocation 574, the FCl 550,
the DCl 551, the PHL 552, and the AML 553. The
summary information section 580 includes a sunmary of
the restoral, the cause, and the resolution of the
incident, as it currently stands. The nunber of fields
conpleted in the detail report 560 are dependent on
how difficult it is to resolve the incident, how far
along the incident stands within the production

recove%H Ellﬁ@é 1 50190 8sttedAN FiPVE MUGR iGlgdeat techaty RERP 13048t Sverview
i ncident ticket, as is discussed in further
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is a lig\t/ :82 it,\}g?%“ﬂﬁgﬂ%ﬂ% Hse ele 8%) 'U%Egbde %&8&9& rdd 895’2%&3&% in order to

Iustrate
resolv@theThheldgtayh motes ]s@ﬂzodal%blasa@ogmleéechgmmgrthe @ensem svhb adrafted the

dent 150. T
incidery o e E8ise, 90 F s F P B ROt AR P ot ” can
bEhe/iBSiaéi ecboastd gl 1SRRG Hadk®heideht elteReS ik Qction 160.

the incidents. pl aybook search section 170 is
This secigy lighe @1l of hagpeess %tms 193 pr aagh incideat fegoyane geidada@| The process

steps 1%@ anhﬁﬁmrfkg dd Rfed %4% ﬁﬁhé}qeﬁ h@ g(fen{ H:@m?eg)? !;889550 process

ecovery gul ternatively, e user
and prsede GWSSF-hnketihefermesjbrmMremwemgl dgtal wiichid Sige ktmudqlgehnanagement

. earch s ctlon 7 In s i ments the...
apptiofhefy EB0K TBEPER ot S 7 g Gwp LB Bt Sk dps Witin the
knowléligs PhadtgBgest! dpplitatioRe123. nClh@aifdre! GG EYecHld ﬂe?s #bhe recovery

for an application, sub-chanpel, or channel sel ect ed

procespya pgig 19desan dlik o |ipk iteleniPreesso ey 4 tie ussp iy dakgn to the
corres%%ﬁﬂlg?f‘()%@ g’le Etlﬁ qg%ﬁ} F)Q @00 qi@(ﬁf‘ohf yAcEtPn&ﬁﬁ rfﬁgtusgraﬂﬁleﬁlay have a

I nci Xi ng e pro he i nci dent
problemsm'rdvmqpfthb slepss 48 0naymed dedisafse itnvath e apmomate bantacin The user

104 ml?)p geéd?ﬁxt Igion ’eg‘ﬂgﬁ‘b l&f} gﬂk %moperz%%ta}c? l‘s‘i n the congcts 700 tab,

which outlines who is the appropriate contact for that that particular step. Furthermore, the

assomated

incident recovery guide 150 is linked to specific incident tickets in the knowledgebase 200 tab,
discussed later, that have been resolved using that particular incident recovery guide 150. The
user 104 may view the incident tickets linked in the incident recovery guide 150 in order to

identify how previous incidents were resolved using the incident recovery guide 150.
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recovery guide 150 is illustrated in Figure 8. The

i nci dent recovery gui de 150 has an overview section

151 that lists the synptomincident 152, the possible

causes 153, the possible effected channels 154, the

remedi ati on | eader 155, the initial triage paging

groups 156, and any associated notes for the incident

recovery guide 150. The synptonfincident 152 lists the

error that produced the incident, such as for

I
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cross-1inked references to other areas and data within
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a$0d]£§ user 104 may select the "contact” |ink and be

$&ken to the proper contact list in the contacts 700
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. ., for at th articul ar en. her nor e

incidep Kok At B3 R PR b ! kB P SYEI the history o the
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recovery gui in or
example, as described later in greater detail with regard to the ICI 800 tab, the users 104

examining the history of an incident ticket may select the incident recovery guides 150 related to
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identify how previous incidents were resolved using

the incident recovery guide 150. 26 In one enbodi nent,
t he pl aybook 100 includes incident recovery guides 150
for every production incident that occurred within

the business. If an incident occurs that does not

al ready have an incident recovery guide 150, the team
assigned to fix the incident creates an incident

recovery guide 150 and add it to the playbooks 100.

the pmﬁiﬁﬁaﬂ‘i‘ﬂ@l‘ﬂ‘eﬁg 8602 9RweE Bnd SrelthRn 36 ARNMEsdcted iciHAR recovery guide 150

] ow edge managenent application 125. As di scussed
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300 indearre h0 anycceds thdigaricalal atap 8001 Thetser 194 keywisodea 2 the maps 300

| i catjon 4, ti t . nupber 216, and.date ran .
mousB Bkl G S Hbicribn 345 1 SR Conp e erls a8 el e teft side of
the intéfbe fbiCthe tilipt SO@1iQ tliechvéilaﬂhefr%)géﬁ nfPPbLT &b cRANEBAM dub-channel.

production support. The resu section 220 lists, i
When dhge Arocefs | THEh name i selpated A theslaficridatbie progess map iy disrlayed in a

i RO ST Bt SR s

and systeme liutheqmo@32 mahis ane rds@4inkéd tohghdenoudesd gepsraniadjertnticeessible

NTIETEREp e o A
tHgure @1 AhBdated sl Seipte Hef thySicAlPodésensp AOA thdAYSs 300 tab. In one

escal ate the incidents to other associates for )
embodirper | of e Hiventiing ther mapsni®) ssetieny hassa gl aves Jeatyre thaiisplays more

o5 4y SR L oSS 8
procest akapn iscenlled afver, nthe hibjepsare diiiked udmevss td @4lowan leMel Ipravading more

N N L MR T T

the proeBRGhdpl C associ ates. The users 104 of the know edge
managenent application 125 click on the sel ectable
i lnepeembodimeRievhen aiiean ip apartichler mep dirdickestrn ersciolled over, a pop-
up wiﬂtdiﬂgv'k%?rhﬁaq_%a??% EGQH&HE%Q%A@? eril $iA6v 380 bl Gibs AF 1S Msociated

e contents i ncident ticket Is
attributte ©f thebalcnérg] Adbevhisrebigstordiffenant ashectd aff the 3G analithe attributes list

infom%%grg%r \g%c:];l{] clﬁghe? g@f: C%io(gp%ge%nhbté)idﬁiﬁe SS%Lu.lhota tmrz]:l?r have %ea%&f"function, a
hierarchy drilldown tree, and/or lists of information for organizational purposes. The attributes
in each tab relate to information, including but not limited to, documentation, performance
metrics, links to other process maps, data in the knowledge management application 125, as well
as system requirements for the elements in the process map with which the window 350 is

associated. The navigation icons 360 at the top of the page of each map are used, in one
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t hroughout the know edge managenent application 125,
such as the playbook 100 tab. For exanple, as
described later in greater detail with regard to the
ICl 800 tab, the users 104 exam ning the history of
an incident ticket may select the incident recovery
guides 150 related to 27 the particular incidents
bei ng viewed and are taken to the associ ated inci dent
recovery guide 150 in the playbook 100 tab. Different
[ el 4= §
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erfo th% @ggsa 1%ect#on has a roll over feature that

P n&?%ﬁl y e 8 mat i on whenever the curser is over
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The tabs for server information can include operating system information, service level

agreement data, as well as other system information for the server, such as an application
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hi erarchy drilldown tree, and/or lists of information
for organi zati onal purposes. The attributes in each
tab relate to information, including but not limted

to, docunentation, performance netrics, links to
ot her process maps, data in the know edge managenent
application 125, as well as systemrequirenents for
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apphczrtmmrw gpatified tibEOperikl cﬁhart@lmsrﬁ"dnmamoﬁlmgmresftools such as the

monitc1GieR ‘Boaomiy ‘s oMb o LT ok R RREbT Py hE pppicaton

The mB &vick@ihformation shows whether a map was flagged as reviewed, when it was done,

who has reviewed it, and when it was created. In some embodiments the tabs provide a facility
for search functionality allowing the user 104 to search for information in the knowledge
management application 125 related to a particular application, system, or transaction depending

on what process maps are being reviewed.
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qui ckly eval uate how the server is perform ng using
t he dashboard 500 to view the open incidents
associated with that server or application. The tabs
for change record information provide a |list of al
t he changes made to the server, such as, changes in
the host nane, as well as the service provided to the
server over a specified tinme period. The tabs for
server information can include operating system
| TH Ok FRA B Ral Iﬁeﬁi YiCoWve 18lv a AETERIRRIhsHARbA is ASwitB lihto 38d out of
ot her systeminformation for the server, such as an
the applishtianat pesh sys@misnvidyis arrgceassoimagg " gRpurys, ‘epfliteand stransation  flow
K. j t ppl
comm nchtirng\(;(\)nl% éllggxcgié%%é@a#lﬁlg%ﬁf Ig e@f%%ﬁ% Ql’cfu(d‘l?lg b?vg; ?gggg glggpmmdwme
The trﬁfﬁmstﬁ)nhhhum}D @ptes infbritddon,| kB dspimandtioat Sow between different
responsi bl e for |nta|n|n t he server, and

apPiCRiGREIPRY. FRCYPHIFR SaciL PPIEAROT, STockRevSies AR business funciion,
sequerf i3t cﬁﬁ’é&nﬂtqgmk@bfuﬁ&ﬁmg hﬁld‘iﬁl‘%@@ bn kBhREAHGHs 16 BtHeP ?rdc@@es A user

contacts. The tabs for the performance & capaci
104 views dnlrgnation 4U0PU§tn&§tC@13f dansactional peapf %ﬁﬂw’@h@@rollwthVﬁtgn icon or

selectlh%gﬁ %3 %1'15]% E&B&V\ﬁl ‘JVI pﬁ)ﬁ&q ﬁﬁm'ﬂze Méeh sﬂgw on "{}‘ED(:?I of tabs with

acity in tlng r n orna
attribue K)!i e tatahistebbdlow] Tae thbs;taot[(ms fauhd traisattiomalomb@sds Otdaimhave some

of the st 18858 T By B0 B A1l o fneident TG St odn s, 1

ARRJeh &AL, HINprobdsy Glaps ﬁﬁtheﬁﬂﬁldd@tsﬁ?ﬁ(ﬁﬁéﬁm iafonhti indicating who is
I i nkage between them The | ogical maps 320 capture the

respongiflsi foe maintining iecraeass G1PHi Irhesier el dieaiser Hid igjaple to point-
out thé fﬂl%l‘l%er ! } g& ?)rpt{h ?%e&%%ﬁ tlfjﬁlge} ng?ort Fb?ilrp% ?&Qhﬂeg ﬂt%ﬁf&'aﬁon for the

mat1 on ng, srnple o
requestedchagefront theaker(I08@APLgh the nEpe BOE miterfaspeci fi cati on or -

chang&@atrug&y%ﬁ) @%ﬁ%ﬁ%@#gﬂééﬁﬁ%gﬁﬁtq@é %ﬁg%?%ﬁ%&gﬂmﬁﬁmx

perspeSPRE AEISIEAST HPFig@Ranales undétobd RY bR RIRAIHKGN Ge flow 400
busi ness applications across nultlple conputin

tab carppra e i, T HieEle PO BISSRerRes Yrb (TS AN QSS9 praeide a high
level 0%%&3\[ be Y ﬁfa;?ﬁiﬁh(?ns%a? él%e édgg)gﬁeg%é&&es lr”pac y | out the li{l)ank A user

ment ogi € inte
104 canralsoudiill ﬂhwstaﬂwemdyve&sﬂmhehaﬂpm%lthal prowips n@t@deteul related to the

interface. A user 104 views_inf e b a "
customigl ifeE e AppiSgliPR g s puieD et Hon s W 45 i poplications
and syStef@] by mmhwﬁg intthe sécenfield Al eshg 0@ drbgdbwhMend 406, or in some
W ndow pops, up on_the screen show ng a nunber of t abs

cases S\ﬁ]%’iﬁ“%‘@??ﬁ%‘@?@éhe&mfﬂ@r@é@ 1isted bel ow. The tab

S'ﬂ'fe So GAtipl %véﬁay@ ma&?éi@nd gﬂﬁ Hafindi the bank. Th
enapgpgq% nd/ or ferent ta .cThe ta glcgn ©
flow cibm:sl e@{b are cross-linked with other customer flow charts 402 and the physical 310,

logical 320, and transactional 330 process maps, as well as with other sections within the tabs of
the knowledge management application 125, as described for the maps 300 section. As
described in regard to the process maps, the user 104 scrolls over or select an icon in the flow
charts 402 to receive more information about that element in the flow chart 402, Again, the

information is displayed in a pop-up window with tabs and attributes within each tab.
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i nformati on for change control, tools, and process map
review i nformati on. The change control infornmation
lists all the change records, such as updates to the
application, for a particular application over a
specified tinme period. The tools information captures
tools, such as the nonitoring tool, log file, routing
tool, and any other kind of tool |aunched fromthe
application. The map review informati on shows whet her

SE1EMEntYaRd ff@HGREN AtatéLibl BVESE th¥'\pRBess inap@andi®B €low ibfs 402 can
has reviewed it, and when it was created. |In sone

be updaipgda ititeknosvledss mangsempens wpplicaion 429.| Changey pyade oathg [glements and
o ! : . :

44, SRkt 2B 817 DA BLERALEI Uy gthr roces
maps 225 flost @hatk #O2 arpathti oubmaratiap phatc st croes-lusiedt ©ntheoelements and

. tr.ansacti dependj n on at process.maps, are be

informali Shed BT PRenp st e raR BT 535 ERBRe e & € bank. A
user IOAﬁ'hFJd_ifﬁéb' @k ihfoAnaRA leRfed 1B thé QWM &dini dheQfaRE pRi¢kssOhapst iReorder to

~_applications and systens. This process nmap captures,
display - Ry seroien papagibic inlormatippw Acoieiyli Hdhe sgrver appears in any other
. ot . teoront i ] b . _

pmcesg 3%?’1 glgtdll%%ggg&r?g e%g{ddt &aﬁ%.seﬁ{%{wg g{ur anslg%l%}ingéwdg%dgr{g 6}@%{% the new
capacityapfommetson. nf or mat i on, such as, interaction flow

SELGERGH Lot S BRLL PR BB SR s

drill dbwi & dHafinel, sHBQUSTR], ABplHafibe c@REorh UsidiReEBINE! fatBSlevel views to
and inpacts on transactions to other processes. A user

evaluateothe viekighility rimdr siehiityrofalbe gprlicapans ac terrrelpicairseeh icafegery, sub-
TR BRI L350 G0 R o B TRD. nd v
is assigiedvd weighted andyege wlatadatoshow indportantt aaclbistiescofing the relwmbility of the

e EL B o D5-b SR ) bRAB A R E B ORta o

score foRY¥&h @8 theMaREory 1 4bphibalionOdibChbnrh REd 3RneldBeor
different _tabs. In _general, the process maps further
i FievigdeAsiypientes %IEQ%#_ iRPesEIELY ohfOP Aapcd BY thfgknfrdedes management
v iy = S N
o ERPGR AN, LA 0901 PAOSES 1T Bt
illustratérbioyg block é6Q4, thedkiowledpe manegaset ppplicaton h25 wagpes weighed values

ool S R GBS b e SEU B als may

be assight@iaaggly by aaier €0 aabupdnthe e ddn@ivies GYstt@db 100 @ ithi8Smay be
flow charts 402 froma custoner. interface

determiggdgytamatigally based pn dai pathergd PH thei kggivdedge mapsgement application 125
througH m&%gglgh@ﬁgysk%soﬂh.e THE TR0 0TERiSnihd el QYMEP KerdREP may be
can provide charts fromthe bank or~business™
an apphieatswevaiager, VB, 61 afherdiaak esplayee pr chargteofadetirgining thedlow each
e FFEY 0 B PR AP 0 B AT
ahs Gilghiralel kO BILckO140aWhe kiwdddghk | Munagbmeits agilidatidhaklso receives

. Provide more detajl rel ated tfothe L.
weighted values for how each of the categories affect each of the applications, sub-channels, or

channels, how each of the applications affect each of the sub-channels and channels, and/or how
each of the sub-channels affects each of the channels. Again, the weighted values may be

assigned manually by a user 104 through the user computer systems 110, or they may be
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custoner interface applications and systens or view

ot her flow charts 402 for other applications and

systens, by searching in the search field 404, using

t he drop-down nenu 406, or in some cases selecting

icons wwthin the flow charts 402. There can be

multiple flow charts 402 per channel and sub-channe

within the bank. The flow charts 402 are cross-Ilinked

with other customer flow charts 402 and the physi cal
determnkd antdnPic AR ba3ePon M4l ghthSRE BG ilOBRIWIRZH n%g%&%ﬁt Bheation 125

as well as with other SectionsS within the tabs of "'the
through the\tiaakl gemprteraysteratl 4@ppl i cation 125, as described for

the. [ j.b ' . .

oo JBRE Y SREL' Bbg O JREENe BhuldluleRf Aptlichfipd 135 receives
reliabilityaiatal for the @rédiaabilitylfasttns féhOAch of the benly spphivatens 145.  As illustrated

by log LA RS KRR B e ioh 154 % Fosht R iy o
a scorEEV: B @U¢ihitcRict-BRfty dRclo@t tHok Rith@pleMiding Iﬁé@if&a?lﬁi%f fatdor of “if an
C 0 e

_ Elenments and information related to each .
applicatiopcleassa wapsolaplan’t the reliabilish datesregaived: incithise Yepdutr In some
R T S SR
into a sEyps oAh00% | and if therdnswdOR muit dsrarhnsfatedyto fftlat & athyr embodiments,

. ot her. .nrocess maps and flow charts. 402 or other .
differeiL F PR G BHERSTS R SBEE PR P TG SSireman fiGeue in further
detail 1afdrOT ABdih,Othc GBIRBARY - dafz0inde ¥ndR! Bay B8 a@ﬂ%{eﬂdﬁaﬁ&lﬂg by a user 104

server may be inplenented at the %anku user 104
throughy Safases cerpRuterysiema tlil @ or they Fawbe determunagdequjapatically hased on data

gather&fc b%tﬁ?e RERGE eﬁm@ntozﬁpgyﬁﬁat%g; %ﬁi ﬁ)%l%%ﬂ t‘l??altﬁﬁ\éﬁmputer systems

server capacity I nfornat resu
140. server appears in any other process nmap, the

i pformati on r.el.a o, t hat ,server is autonmati

SRRy REHE LAt heichebitba e Thsterey Sre APHRDS £ taksnte scores
for cadBRpreBRAbIIRP fictordinB4Lh icate@t| and WaRQIa8dsea PREJORY REIE,Can application

scoreboard. It allows a user to drill down to

score, g fghehannel sepsecrid drebpronehnors based omthecvaighiest yalueg of the predictability
i C: R L VA uate the
facmrs?%ﬁ%é@%% ig%ﬁctgﬁ%lgsg%(ﬁﬁbi ct%él%% y ‘?ﬁ%mg p‘& ﬁhgﬁl'o ns as they
riepert d3b dlustiaths ot eglordmens i thecPRhGE] horanphgeh Zigved 13b illustrates

ach edi ct.abi l.ity. factor at.eqor appl. cati-0
th top Rfet RTRrF Shaeh bion el P L@ otym BBt e BT channe
3, the BZErch@ne €| tht eskdichatieive) thp MMMBIT cleaed 5| snd the M icAghnel 4. Each
t he reliabilitg of the |evel above. Therefore, the

channcd 602 g8s 41 6p PRE apf &b icoraRUl lis) thearbarnel peare pU% s epeh channel 602.
A user;Jl Hi4: &l Ry it @R?GO(?H & foP LadBSthOEul-BEinhak 802 Within the channels

ppl ication, sub-channel, and channel levels. Figure ‘
602 byl@mking| ansime atf gl chan@Rlicqms ®6és dn pthenemb@iments,dhpysar 164 can view

L ST TR NN —
the seagdrafiinetlon.640Sor drop-down menu 642.

Figure 14a illustrates part of the ORI 600 for the e-commerce channel 2. The ORI 600
for each channel 602 includes the all of the sub-channels 604 within a channel 602, each
application 606 that impacts the sub-channels 604, and the categories 608 that score the impact

of each application 606. Not shown are the predictability factors 610 for each category 608,
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illustrated by block 1602, the know edge managenent
application 125 recei ves wei ghed values for how each
of the predictability factors affects each of the
categories. The wei ghed values may be assigned
manual |y by a user 104 through the user conputer
systens 110 or they nay be determ ned automatically
based on data gathered by the know edge nanagenent
application 125 through the bank conputer systens

which %&thcﬁﬁb%d S Bétail BdioRs A BRIlIGwhMRIYE b sl @MPdrAD&SwATRYthe index
an api)l i cati on manager, MOD, or other bank

from ﬂ@gﬁyb@y@gle p0tlsselgle the umypiétpgmmhﬁ@lopr@é Reygl, &y thg category 608 level,
o o0, ULl 013, 750 By e MR ket o
predicﬁabllllt;s bt eobreyolb o kheh6€ighted avemgmmgm meetbigemaEntate a category

core P4t SEERD: TGRS P LR LT A B0 BBH v e

score Goapl i cati ons, sub channel s, or channels, how each of

t he applications affect each of the sub- channel s and
chriseres areapplyudatechion cadniiplisttionHOS YHIsEeat@RE seere-glaaet 620, as

111115‘[&9%@(‘1C Hl ﬁlgugne é‘f) SMe Agﬂjlé’]sco}@&f 4h&h£ %gte &%@ﬁaﬁiﬂﬂ, a FCI

manu a user t hr oug
predlctamhmﬁaemr sofeiie 684, hﬁ@nsvmr coluenn GRéya bb- ca%ogewéglutingeadlumn 628, a

source RGOt W S aaer o 2R BT M bR GRpet g veiehting

colum$ ¥$4. ens 140 As illustrated by block 1606 the
know edge managenent application 125 receives
r g€ %Eﬁgpﬂﬁ%/ﬁ%’tnathﬁ GREEHN cg%%n e aprver eyangeceiongnaggpent arcas in

P mduc@l 0 W 280 gﬁl t ﬁg‘%ﬁlﬁ‘%%%je dge man agrjl é?fge 0'9%%{34’% ié%% ﬁ{rgtﬁ&(%%sga with any
applicatimerﬁ(mr that fisepsedt hepméﬂlqtmbl slu!ppgrt ddtagh i applacatian si%rls fcored in the

C edl ct abi t or f
ool GE BieRER P Spebisitey 51 50 p¢ B AR E o B, chilores o0s. e
categoﬁémﬁ(ISOfor Iﬂ{eaﬂ)RI E(fJIEwEl%' deBddininetYoaskdll éh Are&RilyRDb i the Qzlhéﬂ&eﬁvhen and
enbodi nents, if the answer is

how ﬂ’F rFé?I& ?R?WT@%I éﬁowaﬂlégb%rﬁ@uféwww mpcesp slnong ﬁ@b@ﬁl@% ghe most
1mport|¥t§csctat % GHgSHak Eidé?lftlﬁl'&) Q¥ %ﬂé}% e Iphanh 6919 %‘Ma rav'aﬁabﬁmy ihanagement

erred to 50% In other e
612, sefivice @pemlnttyednmaigﬁmcntyﬁ ldakaowlsdgeetmsmmmeemmrﬁslﬂ,emﬁ@etructure
i.nt o dlffe nt Scor. as _dis ed in further detai
and rlfk trrg\glageﬂleg %1% Rapact ;n}%‘? eme ?'&@fb S Vige lgveltl Sanr@rlgg:/m%) él?, and
systenﬁ&ﬁztr@@ﬁﬂeﬂfﬂﬁm&au[w@%r at isslﬁfdcrb%d thdtf ugthert difbddfiBénts, the criteria
nput er systens_110 or they nmay be determ ned
mayb%mhéﬁaéq anyatunbep gkdifferspt qpingaliesiBher ed by t he know edge

NERA TR ca@e%@hbsc 808 Mvd 2onkhhQ U&h adsBGatl@ gifct:cﬁgﬁmﬁfye factors 610

systens illTustrated by block 161 _
illustraterdow tbcjgz@dnmbdgye fesmr cablmn @4 | bhe predictabilitsstattors Gldoare guestions,

each pre agt.or h cate a
data V%l%ﬁ’sc CH 801 (gjt% IE,SyW Scor eate éo howeficlc gucur ¥ r SR therl)%nk for each
particular category 608. Within each category 608, the predictability factors 610 are weighted as
to how much each predictability factor 610 contributes to causing FCIs that occur within the
category 608 for the applications 606, as illustrated in column 628. The weighted percentages

are based on historical data analysis of the predictability factors 610 causing FCIs in the past.
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score, a sub-channel score, and a channel score based
on the wei ghted values of the predictability factors,
cat egories, applications, and sub-channels within each
channel . Figure 13b illustrates one enbodi ment of the
ORI 600 home page. Figure 13b illustrates the top

| evel ORI score for each major channel 602; the
e-comer ce channel 2, the BCT channel 3, the DCC
channel 7, the card channel 6, the MHEI T channel 5,

The to@i‘ %eltcgﬁ df&-EMf Qﬁ@ﬁ@&lctaﬂlhtf%tbrs ghaaaln &R chRsord ok %QH‘ up to one-

the 1cons 601 1ist the channel scofe 603 f

mnmmﬁamhwuhaﬂWéb 602. A user 104 can view the ORl 600

R e R R p—

ﬁmkniﬁﬂhn&ﬂnﬁh&ﬁr enbodinents the user 104 can view the

600 scaore for. each of the sub-channels 604, by
cﬂecubp rpgm@ﬁmieﬁ dorcinEIRHBE. FPRFRYIngG veribiingand Wéeé@mgcwanges always
f#@_ @ 640, or drop-down nmenu 642. Figure 1l4a
ilTTustrates part of the ORI 600 for the e-comerce
channel 2. The ORI 600 for each channel 602 incl udes

dadhéte g AirStor BRVERE Sheviscbaierh b€ BERHA Ameligton, change

G@fter anttliguh®iof RGN fire®al PBliciBatetc) @Ad @ skRfcel leRRet (e Pfresetting a
each appllcatlon 606. Not shown are the predictability

fReesord)’610 for each category 608, 33 which are

di scussed in detail below. A drill-down button 605 is

used to drill-down in the index fromthe sub-channe

6Qrt thaw edguldr cevidves (iapadéasngaspy) aapcrform&R6 of ehamlpes implemented

tﬁhggﬁlg{: 03&5“?%?‘? E‘?Ya!b‘%vﬁ’m@f@ l?gﬂ?m#ﬁ Qggrrtgg application?

cal cul ated based on the predictability factor score

612 and the meﬂghted averages are then used to

cAteontlivls relatedtchbgrgey sroswed endsthan peapeslyrpebedilad and communicated to
appl i S

frgﬁlgpfz% fhlm@a%g %ontg? ln%glggss lﬁgraélﬂa%ﬁé l%g (rfl‘[ellglltg 11a'é‘lf:dl‘?l‘lgdchanges (e.g.
Q&if@r@é@tc’e&yﬁ durirgpiatplapmitdtoa)d on 606 by using an ORI
score-sheet 620, as illustrated in Figures 14b

through 14e. The score-sheet has a category colum

6&2, lllﬁstFagd iRr P Fe? 3 'thé’ AAELBINIGC GhalaBerRad, 681 category’s FCI

answer col um a sub-cat egory "wei ghti ng col um

PmdwﬁbﬁﬁyﬁmK@%@Mb@%@@ﬁ@@h 630, a format colunn 632, a

oK fer® Bt MRatR Bornaf S P LAREE ) P DSREYp TEAO bty ves)?

622 oc aY §¢s, aritialigeo chvib@hage SESROBT eas | n producti on
support. They are the maj or managenent categories 608
that are addressed with any application 606 that is

g%%(rj zé\i/ i Iafﬁ)iﬁigﬂ gﬁﬁi& AnfHHRA/N (inﬁﬁ@iﬁg aRP | deafit J)pﬂlqulﬁ)al:ts of proposed
changes) communicated to the change management process area?

Is there a regular (e.g. at least every 6-months) review of current infrastructure against
required availability

o with a view to identify SPOF?

o with a view to optimizing equipment (lowering cost)?

35



know edge managenent application 125 on the basis of

each of the categories 608. The categories 608 for

the ORI 600 were determ ned based on an anal ysis of

t he where, when, and how the FCls occurred throughout

t he production support process. In one enbodi nent, the

nost inportant categories 608 were identified as

change nmanagenent 611, availability managenent 612,
service continuity managenent 613, know edge transfer
managenent 614, infrastructure and risk managenent

615, capacity nmanagenent 616, service |evel managenent
827 yowlaye peapsdurasionmentiening, anabyzdng, Medoyenastingtseivice availability?
understood that, in other enbodinents, the criteria

may be split into any nunmber of different categories

64 théraaldipprotstRr@ddh pBRE tedalHAR thavgomgtoaty &fd appropriateness
associ ated. predictability factors 610 illustrated in
tHdhsyperitingng fargeasting pcedprestm 624. The

predictability factors 610 are questions, data

val ues, netrics, or other factors which relate to how

A yoodewe definddi targeksefop dink atalabididg hreliakelitly | anud| maintainability of IT
category 608. Wt hj.n each,category,. 6Q8,..the o

K orinp (55 G558 < ET e i Pop By g poplication?
much each predictability factor 610 contributes to

causing FCls that occur within the category 608 for

the yapptanyastomonibasig ard ittend smnplysie iofi the cayiallahilityp geliability and
T g r. - Nighor

AASrUEELP Oy PESARRLRAGR chyBRS ThcRling S ondfiF 1o help
Ratmify poteiiteal famre bottRdeckk® t ot al percent ages of the
predictability factors 610 within each category 608

add up to one- hundred percent (100%. As illustrated

| s Fh@i#hed 34 k}fi%ﬁrBeM@,h HRORrABN SRR Rdhhg&RéMR INBYcalegory’s FCI
FCl predictability factors 610 may include: Are the

prediclgpibibelaciosd1paray ipgludeat i ng, approving, verifying and

96 D08 SHARGS Al MR FRfigLeA t02 I there a

cl ear stinc Ween a change request (e.g.
upgbad®ha ppihk daikiobthe ladnange router configuration

update firewall policies, etc) and a service request

(e.g. resetting a password)? Are there regular

"N cENP oﬁistaﬁdin tise!u%?%&en‘ﬂﬂ@& 2674 YasuR rbfpt%gtfng pRACRsAYed or is an
changes 1 nplenented agali nst docunented key

pepfoyedrbwriness enditiovitoremediaien gtay irf place?hi s appl i cati on?

Are nultiple related changes grouped and then properly
schedul ed and communi cated to mnimze the inpact to

118 @hdpbl B dIRESHCME® bEd kG BicBlerl 38dn 1 Flbdefos R@Hstr@ce arca, in the

changes (e, g. )
event of an unforeseen issuc?

Are there regular backups of critical data taken and stored securely?
Are critical backups of information tested on a regular basis?
Is testing performed for quality attributes such as reliability, usability, and

maintainability?
36



predic
®

unf orseen del ays during inplenmentation)? As
illustrated in Figure 14b, the availability managenent
612 category's FCl predictability factors 610 nay
include: Are there any single points of failure
("SPOF") (If not known, please answer yes)? o If yes,
criticality to environnent of SPOF? Are availability

i mpact information (including the detail of the inpact
of proposed changes) comuni cated to the change
managenment process area? |Is there a regular (e.g. at

| east every 6-nonths) review of current infrastructure
afysiilhstrated egUiiguee 1dv,athk dinoividdge dramsfehmanageeent 614 category’s FCI

j dentj.fy SPOF? o wth a view to optim zing equi pnent
%‘gﬁ%bﬂf’%ﬁs{@;{liwn\é\fgge Do you have procedures for

NN HaBH bR takBHRY Yrekflith codfctEPWRE AEtiAINGmser Vi ce

avai lability? Are there audit procedures in place to

vidas kg essany Wecumenditing beercearalgiedhd appr opri at eness  of

t L tori d f ti d ?. Do

e TR s PP e Einuniko SR B FEgecs BRakll' ¢y
aR&te PRI gttty H8 Brladniirtg/dRfimbdtatidr dndashddules ur e conponent s
(including 3rd party vendors) relied upon by the

afyrsl werkaronrds dopemerded/ecw eliangen testeshivith morgrennds inrplacs?
ang ht{l%{rgte |L-1 F%ﬁreﬁ]}ﬁ%‘l LP%% ‘Jistu)(lgtu{'ee da\ki)élé &Hag%g%%tséls category’s FCI

mal nt al na Intrastructure conp

prediclabitiey fadiongs Brdaypiactie:vendors) to help identify

potential future bottlenecks? As illustrated in Figure
112¢¢s th appligafiop Sise Y| w&w&ﬁ%@%ﬂ%@a@%sﬁe@ew& software
Febel: RISStnGtRAIsbdrb By eACHRsS 1R HbIIBY ardHlivels (“ET&D\@an b

busei: nesf1 cont i ﬁuirtyygl alr?ﬂirsn st ang%)r/d forlng?ﬁg 0 V\hgfan v ot
i than hpenkppbcation)he | ast test? Have all outstanding

i ssues.identified.as a reﬁw, ! been resol ved

or iosslgﬁes’ a%vbrrn%)a\%én S?)aﬁlé:lesn%ss éegﬁqlé‘ﬁjﬁs%{f/&genedi ation

pl a iDodalapplécation Baviehremediaticiosianrion aryin@nperkaiadtechnologies?
recovery plan in place for each service area, in the

event of an unforeseen issue? Are there regular

bESé‘s%ﬁli&ftioff hhdd aC&Jnthﬁl%?t aken and stored securely?
© Was the control plan updated within past calendar year?

Does the business impact analysis exist?

As illustrated in Figure 14d, the capacity management 616 category’s FCI predictability

factors 610 may include:

On average how close are current processing volumes to the volume ceiling of the

application?

Are there any known initiatives that will increase rate of growth? (Initiative, Sales

campaigns, efc.)
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Are critical backups of information tested on a
regul ar basis? |Is testing perforned for quality
attributes such as reliability, usability, and
mai ntainability? 36 As illustrated in Figure 14c, the
know edge transfer managenent 614 category's FCl
predictability factors 610 may include: Has
handover./t akeover neeting conducted with initial teanf
Has necessary docunentati on been conpleted? Rate the

o QMR thickhdl aRBNP R HAED GrBUVRSOMHRES thRadkt 3AFF about approaching
strategic partner Rate the quality of training
doeumbmtcapicoly lants? schedul es  Are wor kar ounds
docunent ed/ new changes tested wi th workarounds in
pl ace? As illustrated in Figure 14d, the

o | AR chbmpbhtng @durcks Kndl‘ﬁﬁ%&ﬁﬁéﬁpaﬁ?lo@@l QU0 Nard difkl memory,
predictability factors 610 may include: Does the

d -ion use any non-pernmtted ("NP') technol ogi es?

(consi der software |evel: non permtted score by
enterprise technology and delivery ("ET&D') (can be

* riecapacithdaia torpantippyHlyzed té el jn @sdltionas, indidentsnemdproblems?
i nstances of NP technol ogy exist? o Does application
have renedi ati on plan for any non-permtted

o 1RRNAGKOG &5 The cHPRAY aRPlHeC AlflIRRIdM hhdied ARbAA aPIAMR change
o Was the control plan updat'ed within past cal endar
yieaagemerppeosessie busi ness i npact anal ysis exist? As
illustrated in Figure 14d, the capacity managenent 616
category's FCl predictability factors 610 nay
| A lillaktratedOm Frgragblehahe clepsde devel andnagatterpr 6Lk saiepery’s FCI

. volunmes to . the volu ceiling of the application?
Predlcﬁg‘gtﬁnﬁ%tf”é‘ @h%%ﬁﬁ%‘gni tiatives that will increase
. 2135 Qe@ce I OM tednldbtd (BIIAYS exRRIbeEveck ANHBI SAScorShifer and small

~Are threshold alarns in place for individual
Jusinpssdenk vahnaddgyrandoperbfionsBout appr oachi ng

e Isrisk rating assigned by LOB?
¢ Does the current application design support the LOB risk rating/SLA?
* Are agreements with vendors documented and reflected in the SLA's?

e Does the SLA structure include features such as reliability, security, service hours,

support, response times, turnaround times, performance criteria?
s Are there mechanisms in place to monitor and measure all items in existing SLAs?

» Do SLAs have clearly identified key targets for service hours, availability, reliability,

support, response times and change handling?
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maxi mum capacity limts? Are key conponents
(resources) nonitored for capacity |oad? (e.g.. Hard
di sk, menory, CPU, etc.). |s capacity data
constantly analyzed to help in resolution of incidents
and problens? Are changes to the capacity of the
application handl ed through a formal change

managenment process? As illustrated in Figure 14e, the
service |evel managenment 617 category's FC

pA@ﬂ}lﬁ{rﬁgél ol & @ /—té) It %eXI B é@:ﬁ{eﬂfj@w cé@g&?ﬁ\ﬁ(ﬁ%redlctablhty

I'evel agreene SLA" etmeen

mmomuﬂﬁsmnendamﬁ snall busi ness bank technology and

eratjons? 1s risk t|ng si.gned LOB9 t he

r@ﬁi AL PIOSEIFO T & Fdﬂ %‘E?i‘ﬂ?igtort% a4t §$% EiStomet / agent
rigd] aaﬁ{ Ivértts to oPide gp&eiaal 1wt h vendors docunent ed
an lected in the SLA's? Does the SLA structure
include features such as reliability, security,
Serv h r
e TioHEl bsed (SURBRY md-FARERE IS AL ML BBDbhe, Parthvon,
PN&s e, oSMop@M@mde Gemsiané Cahfer,icteeyrs i n exi sting
SLAs? Do SLAs have clearly identified key targets for
service hours, availability, reliability, support,

Eatin} @?s‘ierﬁ@ql FHRAGR: HHRNEHHAISmBSheAts dré ridﬂlé&)tn%iutored on

|n Fi gure 4e the system management 618 cat egor
RErvep meblq:lmntamad:hmeﬁ‘? (H’B@mgo Fide BOONatwork KO, Lides! Digky Remote Disk
tﬁ@LS and processes in place to automate or quickly
react to custonmer / agent inpacting events to provide
operational relief? Are conponent based t echnol ogy
noni toring tools avallable° Introscope Per f Mon

Natesiplieation; pesigempice tgde e regifeted Toraard fo iniigate when
tHERAGY Al MYaSHL 8%:?@@ kSRt 26 gﬁﬂ@& {v‘i:tﬁtshﬂﬁlent time to alter the

conponents are iIn noni tore server and
odppbcﬁtlonbymme@a’vo(l@a@vmgbreﬁks feom h@ppenimighor k 1/ 0, Local
Disk 1/O Renote Disk 1/0O Are application
performance trends nonitored and projected forward to

| AfH C@in®honBRMpplication interfaces monitored (All Component Boundaries,

Framework Interfaces)
Are customer experience monitoring tools available? (e.g. Topaz, Online Banking
Monitor, Compuware Vantage Agentless Monitoring (Measure transaction response time,

transaction volume))

Each of the predictability factors 610 listed above are assigned a particular weight in the

sub-category weighting column 628 associated with how each predictability factor 610

contributes to producing FCIs. The scores of each predictability factor 610 may be manually

entered by the source listed in column 630, other employees, or a user 104 in charge of

reviewing the scoring. Alternatively, the scores may be automatically populated by receiving

information from other applications in the knowledge management system 1 or the bank

computer systems 140. As illustrated by the format column 632 and scale column 634, the
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thresholds will break and projected breaks that are
alerted with sufficient tinme to alter the
appl i cation/systemto avoid service breaks from
happeni ng? Are conponent/ Application interfaces
nonitored (Al Conponent Boundaries, Framework
Interfaces) Are custonmer experience nonitoring tools
avai |l abl e? (e.g. Topaz, Online Banking Monitor,
Compuwar e Vantage Agentless Mnitoring (Measure
scores tn!I AL 5 eROBE end”l BRonsd, b 3PAAG doRft Ve PBrtentERS M number
the redictability factors 610 |isted above are
range, ae%mg iﬁ%ﬁ afighamedizo, apd st lgmonsqa of $rene ghey-sonilargamg system. Items

with o0 plfh FRLRAdCR, TER0E Bl a Bt dofpes th ben

practlcEchs“ scaiiigz ﬂiecp‘rahctafﬁlh’@afabtop lﬁéﬁll ¢ atiné ietmpodiaehisy tlﬁlcﬁomjaeet 620

be nan y .. entered urce listed . in co
may hgvgynotgy ’r‘?ﬁé?ls allowiing BEs ?%‘} *Oap?‘%‘@ 3 bRy eross was given for a
partzcd&‘fﬁ‘&ﬂ!tﬁﬂhﬁ/tﬁ‘ct&c@@' ﬁg)rdeedté RIsARLthY Blitg. ThOteREQITDIFEEIdS help to
be automatically popul ated by receiving information

create pRifrmaY e thegppitgestase s channelse knowl edge managenent
of. .t
RIS o SRR BARE 0, B . e
predictaBidlity fabiers 18€ciec o s@se matic besvraseldmb2a of yers'(0pto érred‘ibndred (100)
e, SRS 85 B o B 1B BN o o

scores TOSRCR S L thePreB ARG ASHrsSE 101 ith Wat rcé%gd}g nﬁﬂﬁq.lﬁlﬁ‘:@ byl the f%tor weight
with multiple rating val ues, such as have

hﬂﬂhﬁé@ﬁ@béﬁ@ﬁmﬂé%ﬁgﬂﬁﬁpobgmﬂﬁés the best practices for
Iiz E@r[&é Q&bbt{ﬂﬁle&lrs %‘I‘ el fﬁpérlt El@lgs%glres gljaous#l gloﬁg WHith t,}]le gfegisctability

t he 'score- s ave note
factorsad 110der exgh uattegerylﬂtbntdetepnmm@he amﬂyzammbtei and| tefors dmre@plication

was gjyen for a articul ar |ct b|||ty actor
score 14 Sy Y el tsS i AL el Sl St o GATe. n some
embodith&ltél Snh@hplicitOn GkRAtR] Wohtr@lr Bsb¥ment tdo (SARUA'IQ’) IS utilized to
across_t he channel s. AE‘ndlng on the answer to

determypecti ARG Irisk pogra anbas ABLAT ¢aptrehsowniibg AR T nﬁ]h écore is related
o bR SRR i, P RRP IS MO 368 1) 19,3 B ot

risks réhatedsioothe apblicationy Suchu:isabusd:&tssegnpgct &ﬁ&yéis;r dewnstream applications,

wpstrefRBpPBFRe FRReans | 19 rieAB B fops grrenont rolated

hardw#r8 8@ S thvatl|ahd @hv@# dasa. tTiR ARCAUTCoMRHIGBEre i$ & SleBhird BF the control
t he sub-category wei ghting colum 628. |In sone

an appbigaftsd hasrver amqqﬁeothwéfﬁrﬁmé @ agplifationse ol ae ARCAT, sapfrol score is
calcula@émged%rf l&}l ggélﬁ‘gﬁ&ﬁ E%IHeE Yo bli soéo%nﬁ&ﬂz Eé&ﬁn(ﬁ@%garchltecture,

cat egory ermning the ap I cation - score
platforbebo mnvmdmeap pirodimtiporstability, regulatory compliance, business process, and

information security. The ORI score for each application may be reduced to a percentage of the
total score, and the ARCAT risk score and ARCAT control score may be added to the final ORI
score. For example the ORI score for a particular application in one embodiment may be
multiplied by eighty percent (80%). The resulting score may be added to the ARCAT risk score,

measured on a zero (0) to ten (10) basis, and the ARCAT control score, measured on a zero (0)
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score is used to cal cul ate the sub-channel and channe
scores. For exanple, in sone enbodinents an
application risks and control assessnent too
("ARCAT") is utilized to determ ne an ARCAT ri sk
score and an ARCAT control score. The ARCAT risk score
is related to inherent application risks. The ARCAT
risk score is determ ned by taking into account the
risks related to the application, such as business
to ten tlrﬂ? Badis. OPRd Nl Seord WRFE 618 3 8R! bt AolwAASudesURS hdd@dRal factors of
applications, transaction rate, data volune, recovery
the ARGAW'EHS]QWIWF @MR@ATrcen@@lédorehar dware and software, and
vac dat The
ke 81 Musthif B eZoeRaH Yeishfsk SolirOe B Gt ghatlel, and in
some cﬁa}!&i&ﬁlﬁ sﬂi—cf&tﬂﬁél! Bakiigel a dtspoAREAEhcehitedb oeothe caISgory 608 for

cyl at sed on ho plication.is related
cach apgl iR Tt ioT ﬂ%ﬁufrynceﬁﬁ’fﬁﬂ%}no%ﬁ h YR B e ganfel i relgton to the
other &{@Bﬁ&r D3GR %Heraﬁﬁlﬁ@ﬁbn Pk dfnbicOfs 1ﬂh§l¥h‘t@ld' 15)F1gure 14b, the change
regul atory conpliance, business process,

managﬁmﬁ@tr weighb forside a-¢amymerty shamel @c@r%veﬂmﬁ‘@anwcent (25%) while the

w3 RSB PS LGR e DAASETIALT)Gh, e et

managermﬁmf @ltegﬁﬁ}o tiee camygobe waidtie hrteocdnimaerte mafift€dRl peran (16%), while the

weight or i SeitOE Tt DD BECenPORbT 108 S0 B<ghl e eerage for
each cﬁt%@o@y in dREcHafSY bhidlda ﬁ)@é)%ﬁoﬁ@ﬁuﬁem&ﬂt 1@0%{9 Thefefdre, category

ri Sk”score, neasured on a zero to ten basi s,

scores £d TorrrachmepAiTatiomare multgd@rdéy thwgl@ ed average ﬁ@h@@})-channel and
)b t.]

channeil%a eé%Pm%%eg\i slone%?ﬁ gpé)h-EFtE |Sf§l%%g?0 %\% tﬁ olr ?Lct?%gchgtlb -channel

andchMmEM’rlsk score and ARCAT control score Fur t her nor e,

illustrated .in.the 0 col u
B0 anherovhidishedos tlnbed ol Uis O niih pee of te
predic@bitg RRebrascerdt 899 li¥tcdh ﬁﬁgwdreioﬁkﬁﬂ&@ TRWapplR a6 @ﬂ)@é ¥16 for a
608 for each appllcatlon af fects the occurrence

sub-chaimed of phaspelHs @nesighded aseres b tsentagery sopresdil étfProthatt apphcatmn for
€ at egor t r

each Stél)E gcr}%parﬁxtgP %g S?ﬂl cgstﬂrl Zc?heg ﬁﬁlﬂ%l?se, %gbsﬁﬂghélﬁﬁt s&ﬁle 618 may be a

weighted m&qegmpﬁthmepmmatidmotehélé-ftmdhmubehmh]ah nEhale |t13c: channel scores

twenty-fiv ercen 259
o3 can % Heiehie SEREE Lk S plish i Srisdtip S GhE bulgelion R ot for
ﬂmtdﬁﬁ@ﬂavailability management category, the category
ight for e-commerce is fifteen percent,K (15%., while

1h$escovsesh@ﬁﬁ 628rfor gachpmplicaitinein bs updided {p pral-tiwsy during periodic
intervdl €05 on 1@%%@&&“ Rfsﬂscﬂ) Mﬂ% ek @Hrﬁfd@ﬂ@e %c%?es Segl charénels, sub-

cdtegory in one channel equals a total of one-hundre
channgigr adrappli¢00Ng.. ITseomef aml:e)dlmatt% gbe peorex bres pmmulmo papplication or

h |
categof i soous Rk i€t Bl o ok g0 s intevals, in
order t&h‘ﬂiﬁﬁﬁ théper&mciiskag MithgrbhRind fst fAcld €OIEsEiB 4 iindl19\¥ashion, In other

.npacts each sub-channe
embodiments of the invention, the measure time is tracked, and alarms and requests for updates

-

to the predictability factor 610 scores are sent to the proper employees to make sure the scoring

of each application is kept up to date. Access to make changes to the predictability factors 610,
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and channel. Therefore, as previously discussed, the
category score 614 is a weighted average of the
predictability factor scores 610 |isted in answer
colum 626. The application score 616 for a
sub-channel or channel is a weighted average of the
category scores 614 for that application for each
sub- channel or channel. In other enbodi nents, the
sub-channel score 618 may be a weighted average of
the asdoBRteARBbreE, ritRO welpBfed averhBesl Ay b8 Adstritddt- t6 ARNBlose who have been
Finally, t'he channel scorés 603 can be a wei ght ed
gﬁnwéokmaq@ of the sub-channel scores 618 or the
Iggog% Eﬁg dlﬁﬁ[@nts E@BIG?OCQ& gCJl’ﬁlg is & %g t?(lb gd%ﬂ%g%mgg%eé apaglgg a user 104
the abilty tcealiekly mk,ntlﬂ}uﬂalemgammi‘s @ﬂll, sub-i:hahﬂelw aD4  applicationa60@ sategories

608, o REALly Ao LR e sdFup b i ORA % 15 R v, Soores

greate@t'ﬁ’@@%%%fﬁ @mgh&li‘a §1‘é@1{ &ﬂmf Qe dicatihg Gl Bk adddRiated3hdt@has passed
category are e-nmailed to a subject matter expert

and is é?ceatsblm %RYP%‘PFtWﬁfWaij)e/P angt 73apieqsgsredtiercllar solor godedpdigsting that
the ass%)glafgg rﬂléeggcl fsl?]? d%?{)f Pﬁ%ﬁﬁ% ﬁ%u{l&bé)ﬁﬁfﬁltcﬁ%d agseg)F aécoﬁ—ésqje w 50%

n
are astigeed nvedt ¢ador, codeeimiabog éhdti the dssociatal kethic had faledrami needs

. d requests, for updates to the predictability factor
me@%ﬁaﬁgﬂgdﬁ%m%ﬁ *to the proper enployees to make
TS @ntadR AVOdckhidh, RfilledtiedaRFibeat1500s bSefetite Wb f@ finding the
date, Access to nake changes to the redlctablllt

necessprycinfr@agarpior the teame, partnsts; aeists fonkact, Berapghy levels, notification
contach®iad eﬁdasaéftﬁéxa&ﬁﬁ% efdicdsESAS 'vﬁ{hegth&ot 5‘ ?re %@ﬁ?th‘éh&owledge

ave been grante earance. I'n one e ,
managewmkntr appbicktion I26y i mrrgle| csn‘tmdph@ne,ob tspr d6¢ loars dn}h'dngfnl feane the channel

fevel, l'toﬁgeq% cha ui ?%’6]% 90 tgu lﬁﬁgﬁ egéﬁ,sit@ Fr 56%?6!%&3'{ ?0215‘%:1( g%cg}'nation for

variou§ 8inBld9édse SThe GO 10arcap el dohwaltb lthd vélady eélectalQhd Rates or title of
are acceptable, in danger of failing, or failin

vanoug@@p]@geesdp dhg @l‘ffe{qqgﬁlapgﬁ,lg aﬁué‘caﬁl!ﬂe@n %a;g)llﬁ@tg)@r{egegq ofslternatively,
the us&'ogﬁ thfPideahd g%rt{é& LarltRafFS 96 8t @1‘3 | frer®R3RBFRAG: specific

I s "accept Scores bet ween 5 96an 5% are
contacessi gned a yel | ow col or code indicatlng that the

S50 ' netrlc [ hou
rrgka]%u at S gk ﬁe 0 gPlréltg& éﬁplewl 6:5}1 eg7r’(gi SS? ) e%cts 700 tab
for thd @flin€ Bhlﬂdingiﬁﬁﬁ:hamdﬂl @ﬁthe@cdnhﬁércé bigmnadsn CTlad @ﬂlta@eal@play interface
has fai]led and needs imedi ate analysis to determ ne

704 hag twp sectippg the piespire cpptactsc/dPiagd thea@amqgm%wéf%@or nlhe executive
contactsl A" Letion 11§t§th@ Higheh$ P&‘ﬁt tif“p(ofr e fifid)dinAnd F{?n’t of contact 714 for

necessary | nf or mat i on t eans, artne pol nts
each hgfrarclgnpainicii2. Hhena ﬁmhgdlmntetﬂ‘lg hlqmch)f pcum’llann the executive contacts

710 section lists the technology executive, production support executive, e-commerce production
support executive, and the technology architecture and operations executive.

The manager contacts 720 section in this example displays the contacts for shared services,
which includes the internal bank production support partners. The manager contacts 720 section
lists the same information as the executive contacts 710 section but on a lower hierarchy level.

The manager contact 720 section also has the hierarchy point 722 and the point of contact 724
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contacts, as well as other contact references. As wth
ot her tabs throughout the knowl edge nanagenent
application 125, in one enbodi nent, a user 104 can
drill-down fromthe channel |evel, to the sub-channe
| evel, to the application level, in order to review
contact information for various enpl oyees. The user
104 can drill-down to the I evels by selecting the
nanmes or title of various enployees in the different
for C&&lhﬁlgﬂl% poitO72NanNEheS emBEdiARR! SCAE ! Rbhab&V&Infracts 720 section, the
Al t erna |ver the user 104 may use the contact
hierarohp apaint ¥ tligisethz0Rvelr onty dprodensh thesruprpd®-tion fuppert ananagers, the

ecific nta = 15 |IIu t eS80 SX4
websp B8 ufix ARCHRG <R, s p Y R FEE 60 doman
managtg Bentér@it ek&&leﬂd&l rh:ﬁﬁgh@,l’tkﬂ;t grisdit)-ac ket ne b nofbéhd other managers and
e-Cco rce 3 @Wf 2. The contact display interface
the em?]é’lfe‘ﬁ SloM BRY% mEgeExecut i ve contacts 710 and

’[thEemHE&ﬁg&fovﬁﬂrn% 1884551502 Fhe THIRICBX B V€ otteP REAS b tl?elgnowledge
section |ists the hierarchy poi nt 712 (or the title)

managementtappliqsoipn i 2pfindiente thet a gnegificdricrawhy poisk &2iscleptaghstl it order to
resoiveeé(‘éc %:lﬂaxo ili]lgldglEEg c{? hiflE Jr;sl]i\fgggg(? {oesr,e%{i ‘{’ln:yu ? 'HW 1i0 tﬁ% chif)elt &%tacts 700

've con ron Iists
tab. Fexxanipley i, anincdnt rdcovers gpide 50 ndéetdsithee theanadmhm&d be brought

roduct i.gn . sypport executive, and he t echnol ogy
to the BEGa¥iPD OF ther l6Vel RcPTOPSER FRRROTCRENAGES (B Shap Sqrgiey @rlink brings the
user 100BUBEinangefOcon®het TR Nsekfiod ﬂ]u§tr£&ﬁﬁ'@1%u‘@ 1S PHRY $sdr184 can then send
contacts for shared services whi ¢ ncl udes the

the incidenktickst tohe RropeLIGUE S RFAduRtioP SHRPOFARanserdisterhia thrprigdcal contact
acts 720 section lists the sanme information as
724 co ; : .
e ‘executive contacts 710 section but on a | ower
Ihisemareatbpdinenel a hicfdrehynpaiaigkunk ma_r,atbaqiroxﬁﬂéﬂ sxeatuiscrnl (&l @0 view a

hierarcgg Znatp k?é@é@tﬂ%ﬁ %gelirg{tlc]&% éc%aén lﬂi' tlﬁ;ﬁ? er Fﬁl 816111:8 tthe user 104 may

view HRJEHEE RBMberQind lehRil A RRIDIt2COFYiAtHHA FiciGAL ofl ¥ b liskd¥in the point
hi erarchy point 722 lists the |evel one, two, and

of contppf /@4 cpliguct i on support managers, the websphere, the

'I‘ﬁ@' orts 180 Cliziwbs e llﬁl%re?tgd HeE g&fe%n 0w e %?&Qﬁé Ea?fyflﬁﬁgp&f éxtractmg

gers, é domai n center of exce
reportsnﬁmagbe mmcteatstthqnaare nacle;l \mﬂmmlhd kasvledgeundegenént giphleation 125.

A usor SR8 FRealitecivh ot ¥ SUBV RS YT s rarough 3R reports 750 tab

As illistigted @R Figdur€ k6! the ifdidét heforridtRaSrepdrt EBRrMHOM Ie8@ebe filled out to
managenent appllcatlon 125, indicate that a specifjc

create picestamanFaprRsidieror 2 The reperie 484 & npludasdislds for genssasinggeports on
speczﬁgl ggg&% 82 %%1%{1{1% R tﬁfé"’yﬂ fhd LiK dhis 7%%,0&; tgg dnd Qa2eRE Jr tﬁff'e incident

e proper contacts For exanpl e
ticket. i A vaer 1(Hconaiealso pepdate the moideiat ticket nungher §6@ or phﬂtem fieket number

762 th%ltq@l@? \%gltltpef geﬁﬂllét%ﬂ‘gﬁ %ﬁgg? :ca.q],tgﬁ%tége%tea%f)g ﬁt,'lgalgg%on the seventy rating
level 758IonkeCB%0, o thieQkth® lstaf@S764N6f the incidents, the root cause owner 766 of the
incidents, and the consumer and small business bank technology and operations assignee 768, to
name a few.

Figure 17, illustrates what the custom or canned report 770 looks like after a request is

entered in the reports 750 tab. The report contains the information entered in the incident
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user 104 to the mangers contact 720 section
illustrated in Figure 15. The user 104 can then send
the incident ticket to the proper |evel 3 production
support manager listed in the point of contact 724
colum. In sone enbodiments a hierarchy point |ink may
be provided so a user 104 can view a hierarchy map by
selecting on the hierarchy point link. In other
enbodi nents, the user 104 may view the phone nunber
inform@fish ?fgﬂi't' ge‘ﬂf:rafdi‘ €75¢ GRtBE bv@vichit sdodor 77T ok Mgk ﬂ:?oﬁt Eonarm: cansal
listed in the point of contact 724 col um.
informaiior F §0sseqtiymn lilaﬁrateééhq havutherinaidaat peeuprpd incliding theerigipggion system
a
781, t e%%ué'é?] E\Fe tt'??lg gltg:' %Jrﬁér%tlr ga{t‘ Xlgﬁ (ﬂl Mpacg ﬁﬂgﬁﬁa\?&oﬁ g@msectwn lays
out thmmmg&dehamab]{ﬂll ompactd tdchhical @xeustewe TPQAAthe ampmt@iatub schannel 793,

e s e B8 DS A5E eSS BRI 297,

AMLs! 798 cme trepoftfl TIONEO! 106 the Retid 79 AR b@mer 795 mafacled, the restorai 786
filled out to create a customor .canned report.

mfomxa@% thescapsiy7§7aBnd theirereluion788 @f thedreideabe Tht ToRgrts EWF gypically
t .
generfl oF REfor Sl e SBhpp Mok ToRIP oI bl Bed 8 2 Jaf basis. The
reportst Vﬁkeﬁn al#o be @sed1dd nmaycsatobloctpopanidadnel ysis eisech Gir dierving the strategic
al 1Jlgkgt nunber 760 or problemticket nunber 762 that
goals qfglicbapknt 2 report on. Users 104 can al so create

'I"h%FI@![ 880 RS adilRBrdtéPinSEY &k 10y ishvalidr® the ih@i@ts 10 3radll from when
or three, the status 764 of the i nci dents, the

they aYeofé‘tSt isnidliedoWHigpre7ksillyptrateethe g fication rocgsiitor drel with an incident
when f & RIun@ " dhs Fds ! steB#xZ %ﬂﬁ?ﬁcéﬁ@ Bich & oGy m@f&gnt occurs during a

oper at1 ons assi gnee name a‘tew. Figure 17,
produdtioh ysodest es omwaatrodltcmn ggdtomis that an resdr regout with 6formaticn of the
. .. li.ke after uest, i s nt e i,n,t
incidegtlis Serf ir P B4 Gittbabe, so s bR Paiadftist ERE b Biybfted by block
1810. tIAesohiRCdnitdidimends3a ubdr AABEEeVEs eRMTicatPen) eirahgh e-ffall driome other
t he overvi ew section 772 of the report 770. The causa

commyni¢asioRghata ores hagepqusid; AR resivaRg & metifigation g while performing
proacﬂv@%&ﬁiﬁhn e?q014 nedritlisNle WRGLAE | B Q%{Nofﬁcﬁ&?tt mllustrated by

ausa event 782, and the failure inpac 83.
block THE. | nﬁﬁclt therriser 94 identiiG0a siewt ingidedtathe useut 04 h@nﬁﬁes the issue

associz!u}g(g\’%%[-l ﬁl%e 111%1%61% %lé/ 3 1gnncgh aﬁ%lt‘rf%d :th(gr? 1 n{h% gl"ltélg%gaf éaét Hus?rated in block

1814. |01ﬁaﬂiedﬁsu¥ QAthalie inbidentipreitifisddhd fer Doddeachef th«’c_ﬁk(ﬁarlg%base 200
DCl's 796, PHLs 797, and . AMLs 798. The report 77 g
for any relgted ingidents dhat haymresqlyed g stprissue e Rishas é’&ustrtaw in diamond

1816. rI?%ﬁcolfs@ll 1088ndd tﬁgtotﬁgﬁ{d'é)fé’mtfg@ aGAMRA if8dent, R4 u&é?%4 drills-down
resol ution 788 of the incident. The reports 770 are

into theyiprident| chporgém@cfatfeﬂjatf partigdati stateslk ncidentvis ngsoleage @e Allustrated in
diamoh& r‘igié I g tﬁlen thcfefit |Elgl\clelt %ﬁgso?v%daanqaéloéled-oﬁ§ ltfen %@ user follows the

procedure outlined in the knowledgebase 200 incident ticket to resolve the current incident, as
illustrated in block 1820. The user 104 may close out the issue when the incident is resolved, as
illustrated in the termination block 1840. Furthermore, as previously described the user 104 can

update the incident ticket found in the knowledgebase 200 with any additional information found
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reports 770 can al so be used for netrics collection

and anal ysis used for driving the strategic goals of

the bank. The 1Cl 800 tab, as illustrated in Figure

19, is where the incidents are tracked fromwhen they

are first identified. Figure 18 illustrates the

notification process to deal with an incident when it

is first found. The first step in the process when a

production incident occurs during a production
dunngﬁﬁ@fa%§é;s oF cl%ﬁn? tHr QEteAi ihSBert Y& M &démthemuﬁﬁeﬁgént users facing

record with information of the incident is sent
the sam¢ o digdar ipciderdat abase, such as the bank dat abase 130

- 0; nts

fgszléllrugthﬂg%f 5?8%\?@%{3 gé I%S‘Jfgldf ?&ﬁét if tl'l@ ?ﬁ%r ougcﬁ;%éoq rrﬂeilrlﬁl a rela%ed incident

ticket erotve inzideat is noorasvined; alid wsar M)mtogaa newrin¢iddm siclos Gutb IﬂmﬂCI 800, as

llustr q@cﬁlpﬁ%ﬂ%; %?%1?? ?Po%]{lx{;}%aﬁ%étgg 1@% \é@:éllregmgg r({ro 1n01%lent tickets. A

user lﬁiﬁéeﬁlbéiﬁ?& anQhcider®Y seREMiEME “ndF ihdiddsdt Blﬁfoﬁckd?)in 1 94800 home
1812. After the user 104 identifies a new incident,

page, ashilugigaigd hohlockidR22.f iAdier phening 8 mew ineiderdithe Beerli0¢ s taken to the
1n01detgr{?:'kgt:§;&éee928$1%r lﬂlI ?& ?Fﬁﬁtﬁggﬁﬁpo%fg& }Sn (#th%n%e embodiments the

knowlé¢dgs ueanagdnent Iagahcamrdlém canuilciand infd ¥ newdndidant izl from the data

S T N NG W

sevent?@ll; orfdtart bilndHW1324L el Bs Ghy 0MRE infdBdBion kiat LAE bé $&Ind iR %he error
inds that the there is in fact a rel ated i nci dent,

report.t Hewgeesra 4t 164 pise bastbaumbilinhiooeditiag delets anerinformpinm ingtlg incident
ticket. Zlgfelrﬁ%f{)ret e L 1'09}3: fes a‘%lg%t tg%g{ l%?#hg%ﬁﬁe eﬂltér ih en{léﬁ%g the problem

ustr at e a non I NCI
ticket 8lilc hetsevesity BED IthﬁerdamIdlckd:t()maﬂbeo&M ({theemuntbee ofithe first error report for

. Jf.oll t,he. pro tI| [ ow ebas

ity R0 Brogliont FERBR. VEeT HobI 0 ERIISH ABR e ige a1, and the

status 86 of thk iskdtatFRethéroad, 8 isdr8 204 pdhdaty IR ind{dént BeketChe thay select
out the i ssue when the incident is resol ved, as

various butions fotimg sfamm the incident ekl sleniide keceigad by them or when it reaches
certain Fﬁﬁg@ﬁ&{e@ﬁ Ghe cfggseﬁ%l Q tYn%j ﬁl%q 51}9 QﬁineL gﬁ"k 'éwélgﬂ%sg ay 6, MOD
ent now e

ate the 1nci oun Int
engageﬂ(m?’westhredr&lS,auhdiftnilﬁxn@BlQ mftensat i on found 44 durl ng

the .broce f 0osi N e curr dent .repor.t n .
ARG o BEF T84 B T REN Bk TuBrbE F6L shd) the FE: J0ERSws U paging
guidelifédior @kcaldtioh,deritlustAfed Byl Ble¢k 8822 The 1shgaiEDRkelih&l Rl aRcluser 104,
1818, if the. user 104 cannot find a rel ated incident

based pp oyl thre ohincideat GewEs, o Beeds g diey dormed of tg incident. In one
embodirﬂ&ﬁ ﬁle i gg%ﬁﬂ@lﬂkstdrg K& latddN i tHeN 5{(1@1‘1 &nger?§§ndeﬁ 150 of the

'Ustra bl ock 1822. Figure 1 ustra

piaybookﬁcl(@ibtab et t#;agleerfw aleres ﬁhﬂdﬁ\dié o 1(2)01@1@ list, foruthe rincident, as
an |n ent elect
1llustra}e%[{)ygbq %kel%% t fone, q;],kﬁ{? % 1ng61581évt\f1ea%roup of people
who aﬂeﬂrblSﬂdhﬁE& o ay ifdiduk 1‘83 Zeve%ﬁtﬁ(l)Qﬁglﬁig Nt BasivaWy serves as the first
E% fnt the user. 104 is taken to the
help desk level used to troubleshoot any basic problems. In one embodiment, the level two (2)
paging list is the next group of people that are made aware of the incidents, and are usually
tasked to determine the root cause and fix the incident or provide a work around. Finally, the

level three (3) paging list is the group of people that are contacted when software code needs
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incident ticket screen 810, as illustrated in Figures
20 through 25. In sone enbodi nents the know edge
managenent application 125 can pull data into the new
incident ticket fromthe data in the error report
stored in the bank databases 130, such as the probl em
ti cket nunber 811, severity 812, or start tine 813,
as well as any other information that can be found in
the error report. However, a user 104 al so has the

changi@Pltd kika pti@GhrtinSitierel iR tl@d‘bévé:lrtf?v@f(ﬂ'ﬁbagiﬁg isncontjfete, the user 104
i hcident ticket. Therefore, user 104 create

opens & laewladge wenaganah drideslinsr{pe phwwha?) Wﬁla#&eemwey?ﬁsm fnpaging
lists, i 1@%{% 3 h%é‘%un‘% %?%ﬁigéﬁ Jgt% er?%Pﬁgaé%g:lt()&;t&}‘e%lv@mﬂidem, as

111ustrat¢iﬁmblbgk| g8t he production i nC| dent when it is first
t th | t ,
oG 1Bk pistEh © iR T N o o 38s UGB ypea in

block 1459 dfMEd A8AInst lpﬁiéeis grégedIFig@et 26! Théakdrod rbutwoOth® maps 300
to tinme stanp the incident ticket when it is received

tab as pyyells d5elhe SPStA@RAIG doPeETass systaaps droutiomsst Bffeded; trqugh the flow
charts g?@,cﬁw&teﬁ% %g%‘kg%ﬁ hﬁuﬁﬁe@ﬁlbﬁ gmugt}a’ied fn‘%l@é’l@f@@%?@ user also

enga restore and fini shed
examuhnstthe:)hmwlﬁgebase 2R and the iddent ogevery guidesi 10 ipktbe playhogks 100 tab

o 5 0% ! BRI BRI g s of it

incidedt8Z4kets. T TRefAghIMELS thed.@bﬂs nes ﬂnﬁ| the bfiRoptiy re%lﬂ'ces thas eath group,
on what type of incident occurs, who needs to be

and deimwﬁ%a@ ek Empact fog dhe curnent iBsident SRkRdi nent ., t he

a i |
A8 QLN P86 e 1RO RBAS bihebdfty IR P iASBGY SEe. The

sevemj{ﬂdvehB B h@pst deeerimnﬁdhe prooess 23kep sayieng) ve ﬂlgtmcﬂdﬂnt,taa avell as the proper
bl ock. 1

indivi Itd exﬁ%lﬁ‘t aw?rﬁ t@% g}rc?&eﬁp ?ﬁ/she sgvenl% (fveg {3 : §H{}%SS éhrr%tt%lout the
resolutliéﬁn @lﬁﬁﬁéseoE \:fl;iko iident Itileét Iﬁg:t Iuﬁdreliﬁlajafenfﬁﬁ innghie d&nﬁmyﬂﬁrades or
evel one P i st sically serves as, the
downgrades 820,Hb Ry eé%rktg bt this o det Hoken, piE VY Y pRYStity changes
are recf?ﬁ‘cfgal ifi' e eb&ntgrh?gl%ﬂp gfjﬂmradet }ﬁﬁoxlyeﬂéﬂl SQI’\DFI'{eZ.)ser A ®0enters a

ISt roup pethat are nmade aware
brief defcriptien Blftmmlano@ema\qsbr@nen &%halltq the incadebticket agdivstratpdim Figure

21. Tg? Erle cf% 811 I%)Z/?l 594 1{1%( Plte %hg)lrt %éﬁﬂegc:een{%%l%{m {h%\l%ﬂ%afggrmgﬁ and the

probleh‘l’?sg‘[pﬁég 8@4 1s)aa@ﬁxle&1etahal dabﬁptﬁmrttfdﬁ Iﬁdblwinen sof t \C/\{/ar e
code needs 45 changi rticular incident.
Merape sexennelrar VoS (Bernd MEe MOR grgiee adletsmipafig on who the

1n01deljrto Qhouﬁp BB ot RV SIS 2B RARETBRL tHTdsSRL I1tHE 1hAQlent ticket to, as
phoneline) with the enpl oyees on the paging lists, in

illustrasediby blook H888%. n Thereaftendhe eshglatasgha insitent ticket to those levels, as

104 to resolve the incident, as
ﬂhmﬁ&%f%%@?é% by bl ock 1828. The user 104 then begins to

Agthp etk time tl’fteMiO]Iisd:Etetmﬂrml@ﬂis escatatien,thohdce i04and anyone that the
i1 lustrated
MOD has already escalated the ticket to, begin the step of analyzing and researching the issues
associated with the incident ticket by using the resources contained in the knowledge
management application 125, as illustrated by block 1860. The user 104, and anyone notified of

the incident ticket, may fill out the fields describing the problems, tracking the progress of the
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bl ock 1850 of the response process provided in Figure
26. The user 104 reviews the maps 300 tab as well as
t he upstream and downstream systens and custoners
affected through the flow charts 400, as illustrated
in block 1852. Furthernore, as illustrated in block
1854 the user also exam nes the know edgebase 200 and
the incident recovery guides 150 in the playbooks 100
tab for processes that help resolve the incidents, as

incidetW@icketassotition] idestifalgahe Behrdd Stthe ¥red efce|TﬂfeQdII 80@ aask@e bibility to
tickets. These tahs help the users 104 find

store the, Biskwy pf changes Blgfe & ther Brideridirkgiots! Storéﬂafoa@@@qﬁq# gach field
from ptrASéWrin%Llﬁ&QéIﬁ ic &P.a?'glllsg g‘L e HdAE 164/ ﬁﬁ? 0 ke réfaglq)gﬂﬁte tefds8h the incident

lustrated 1 n 1856, e user I gns a
ticket ‘shequghimwﬂo@dedrop dowhalatanor tfigheretis ok essocififed relotedataia tghe user 104

Iev 2 s .det ne, t he cess taken.to
may Sl it o N BRI Ty, D55 ORIF SRR 40 QS e o-sorea
inciderTedets Bo@Ise Gf stitardizsi e Ningubfe LhE SRYBIthe y:hhmew i8¢ incident
s throughout the resolution process of th
tickets; ngis(fi'ﬁtvs thecueers, 10p e befies ﬂnﬁﬁy%@eﬂsw R deuyRs fay the incident

twkﬂs%pgﬁﬁggéqﬁ&mﬁpomngrades 820, if any, over the life of
he incident ticket. The history of any severity
Asrth@] ussss 1 (drage pradymintetie invidentthep wayyiadg infpumatide teothe incident ticket.
3 [ T. r,;104 al nter
Wlthmdt%m &g? Hneé% 9&; 105 Sgigggg dp"lqug:ﬁéhrfgnzéég User plt%? S e%ti :[he affected
channdlsn831 mhledmlmcdoiento the eperific ad- dhlaimﬂd figiii e thel sibeh@ineBimpact button
escri t|on 822 is atitle

The brief r shart
$32. Wihindrich ob lhess gli‘%‘&eﬁ a1 e 04 g i Tty sRber of FCTs, DCs,

AMLsPé:RPPHII& ¢aSGkh RhinBR] 84t siScianh@r erdetal &@D@?%%ak@ﬁt' B8 further
of the problem After the severity |level 812

illustragpsthemnthe €13 hed DOy argfbseken desmerithin ga¢hovhansel wn@ sgthehannel. The

cor 0GR € B L G5 A P 0 S i e

detail hdmcthe 1@5dent Theffeainpethe talpphd‘dﬁﬂxsesn a;iwat elﬁanhéieandnmbdﬁaﬁnel The

custorqg\{' e%ff-téletggﬁ,ée%{qgﬁégf \ésg lp%tp% Wi | usLl ﬁi}l%ﬂrﬁ‘?%g? o (l)<w ]‘EgeS mcident is
a.ffectnﬂ;igﬁ@'cﬁhbﬁgr ahd @ hHiSiRipadiOfiata 8 Havify 6 éhel fidlordch BascMPRe MBS 104 also
r eady escal ated the ticket to, begin the step of

indicatgmigip geogigphigal lacaliena¥ ¥tihaighe imeidentds éBpacting sdlich may Welpio identify
the roo?t Eﬁltsh gg{z ﬁ%}%’%%}gég{%h ayser%i‘ Nghd {(])?a[l Crerdidl ﬁnﬂ%ﬁﬁw a;g lteﬁ’l%éi at the end

managemnent applicati
of the inhpauistectidredB (h yndliste khe t8GOFCIEH B Olks ML) And Rl s foryeacke channel and
notified of the incident ticket, may fill out the
sub-ch lds describing the problens, tracking the progress

TaE defieiptidd sdcfich @0 tof 'i:ﬁecllﬁ@lﬁeﬁﬁfc‘klz:ﬂaﬁde $la i 1ab Yof REmbiBications
source of the error, etc. The |IC 0 has e ability

betweepgiserst L drytingetoriesalesn ghedfck@h afgeer Wéd@w@ attﬁlé anﬁcdearemwn in the

CommbeGl§ 881 s@&ﬂms §¥iGatin E o lRA nreﬁa? &iapégolfvin% %e 15{ {féﬂt ticket,
previous i ncident tickets. e user IO

running teb e opninasieatfone B3 id kept hEthB Idescdptld)n section 840 and may be edited

or deleted as the incident is investigated. Also available in the description section 840 is a work

around 843 section, which allows a user 104 to describe how the problem can be temporality

fixed until the root cause is identified and fixed. There are also restoral and resolution 844, and
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ticket through pre-stored drop down data, or if there
IS no associated rel ated data the user 104 may
manual ly fill in the required fields. The user 104 is
encouraged to utilize the pre-stored incident data
because it standardi zes the | anguage used across the
channels in the incident tickets. This allows the
users 104 to better understand the issues and
resolutions for the incident tickets in a tinelier
root caﬂ?&rﬂé@én 08 85 Secds Ay thatlDkeAT (R palales it ihfdemitiei fdLidentifying and
ey nay add information to the incident ticket.
ﬂXlngWﬁ?ﬁtﬁaﬁsﬁ@fm‘?émd@@%t@f%act section 830, illustrated in
Agé?%t?ag% Y ﬁaﬂl%g{i 1464 P eex%t)lsce{ug iLhdtq r@iﬁed ah ﬁ{érlﬁitﬁl level the
and dri own to the speci |c su annel s usi ng
incidertt e escalated tamriegher dgpal for benrt erper@2on Wtﬂhﬂldﬁnémhl of illustrated by

chapnel,s .831 t he use 104 ent.
block 17 nSARRE (plaeRRFLrob TRl dNiFhn bl Main g e oot
cause RMderfitfied Chomdahe rodh alClis AL tHor inaikentttca Smbhhiehis ra fix that
illustrates how the FCls a bhr oken

adresigpth oopatHe MG IRISSABHaEI06. TRANS [Edpchigs a request for
changeatﬁﬁcf’j fogrﬁ Which R&ys8d F&gl%eﬁzﬂlga@@sieﬁﬁhbﬁﬂ/afbn o process change, then the

ncti‘on section , outlining in greater
RFC ngmbet 84ﬂwxsvmlhéed| incthel éwidens tiglfef. eEt-lrﬂnﬁngtﬁe tlmommdc@tt dusatipn 847 is

ik SRS IRER5H RSB SPBIBE by K TR oot

managélﬁblﬁtz@ﬁhéa@oﬁ CIWS tdﬁﬁl t}iécﬁpﬂﬁﬁtthé fcidehf gekei ﬁvgs ﬁdmnﬂed A 11nk to the
cust oner, i npact .that js having o

REC tigkgd Speeas v&éls@ therN@% Sepiact dmfoRPion if AdR B dtf?FefOHOW -on inquires
byﬂwgggqbgphlcal | ocation 836 that the incident is

I mpacting, which may help to identify the root cause

Afer ghep Bk i uuplamelgyré theruser dwéis wewriteTupefor theaM QI diddeating how the

team rgsg)&eﬁghe? g%bfent tﬁc { qlus{_rﬁtgg tl%Ef(])?k &%8 t JP&‘.&P q%b&ills out gle other

detailsREdtRNnfRE0 ap@ iR rediaane|sec@lvel 868 ubtlﬁhmidilﬁlt tickeneThe other detalls section
description section 840 of the nci dent ticket egﬁf a
5 permanent

850 has o AT a5 for coRiehlsme SITBAY S e fighst istigupent
resoluﬁc{rﬁ’%ﬁg THE pbbdh ¥@nhbkS d5i1 %gﬁfon 1%6tfu%edeﬂh fitb@{afioR indicating how

e and descrlptlon in the nmDet ai | s 841 secti on,
the probieii eatuirred, Whitoherasdrs didr ol tequbteshapt ihesprioblepig and ghe outcome of the

troublegﬁmtglgnz%(ne B}sﬁaketl‘tl-lﬁ'%lc UQ& 6519%59 fse&ﬂ)% Q%Hg%hﬁl%n;%&gécal team

escription Section
responeldlet fofl theopertiahedt esboRsioh.ndhic peimiarht fesolimone83l gmtied describes the
ilable in the description section 840 is a

ﬁndo%ﬁﬁwﬁoégﬁéﬁdb%%%“§ fon, which allows a user 104 to

THRKH BBl ¥ectiBE 856 RS SABNGAEs 1S 4B @debittd solbé ¥RUncident. The
until the root cause is identified and fixed. There

identifgatiorndfsthe tavbt wiliabd mehidess bul igmpblimehto, thedlayhgok esse 855, whether
ale, iRt C

the usGEHFHERAG B Wy siehnaChe dh M ApliChred My any s 557

were dréged eraised aufie tiof intidenti nklsolantsome ekbibdiments links are included in the

incident ticket, which take the user 104 to the tools utilized, including but not limited to, the

incident recovery guides 150 used from the playbooks 100, the incident tickets used from the

knowledgebase 200, etc.
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As illustrated by dianond 1862, if the root cause is
not identified at the initial level the incident is
escal ated to a higher level for nore expertise on the
incident team as illustrated by block 1864.
Thereafter, the team anal yzes and researches the
incident ticket again until the root cause is
identified. After the root cause is identified the
incident teaminplements a fix that addresses the

THOfoof RMEE skaidnU8) isaflsé |pb?l§lht@:@tt@dthgms@ P@kaﬁ@ﬁ@w 1hf:1dent fix is
this fix includes a rﬁgées for “chan "RFC")
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RFC ticket 848, as well as the contact information
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cause {84y and s onSiboer 37 Bl Typinfiaink BBt e ffuassignee
873, other details section 850 has data entry areas for a
#%goblen1sunnar 851, ticket assignnment 852,

s Ehalso o thaoartion semsisection S50 @ml@mﬁmﬁ; nggis to be done to
compl&@ Ghd @9 (?fsthp AR, e?u%mﬁlﬂldrgftﬁé R AP cgéi'a‘fs%t hi% BMnunication

he problemoccurre he users di
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oubl sho nal ysis. The ticket assignnment 852
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he identification of the tools utlllzed I ncl
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ekl 1, SRR OOV B350 BB e i
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troublgs %Ot‘c‘j’g Pr relgiedincidets -t ool s utili zed, includi ng but not

Aﬂyrﬂshe o4 tﬁat Ha@ Qecebd ol 48 HantQo QUE Eﬂfoﬂﬁﬁtﬁb’ﬁ% aégm‘dt?l%‘ldtmket can puil
fromthe playbooks 100, the incident tickets used from

up the {GES000ron Ragg ebHbisiratadin Bgere 148 Thraserdd¢ npassacls Exttickets within
a part1§tﬁgr dl ‘?c fa!ngé) 86’? Qfﬁlleaﬁe%d%i’at &%sH@es"oztlQ 4'b)5a{1£l?eli nuxgger 805. The home

page llsts all of the mmdent ticket numbers 806 that match the search criteria, as well as the
associated issue description 807, and severity 808 for each of the incident ticket numbers. The
user 104 views incident tickets for editing by clicking on the ticket number of the incident in the

incident ticket number 806 column.
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determ ned. In the root cause section 860, the user
104 describes the causal/failure details 861 by
answering the followi ng questions: where did the
failure originate 861; what event caused the failure
866; and what issues conpounded the inpact of the
initial failure 870? Under the question, where did the
failure originate 861, the user popul ates the fields
describing the initial point of failure 863, the

T$e %ﬁﬁﬂleﬂgé Hanendedi $ydict A6sthasoditachiieny DORIabPaY illustfted in Figure
failure 865 hder the ggestlon what event caused the

27. Theeacrdaney 8¥bis a qsess [aRstiopd) Stanibe forpRdorcpigdestion G?PPOﬂ?éSOCIateS In
other e%%ﬁﬁmé%%ssthe %@éﬁe&%@(ﬂ%ﬁﬁ ok Rsd 13 ds%cgg & &hdiCAP of M@ %fmﬁé"ﬁ)r all of
sues conpounded the I npact of
the emptuyeesadt theabdnkrar tBY Gnplopecsis eny 0tdr pagmesait @be a@éemmsa@ provides
t he root e r, 872, and the co
online dfeipt o RAR S0 Hiribe MBEN rdee gyoafah APuFRRRL o PEfidie burk
personfdi3sucll RS tHe§REdutidn Q&lpport Embloye®uind teMaDIsi dthe latRBMy 900 provides
section 880 outlining what needs to be done

access ¢ ﬁ?ﬂlﬁ?aéiotl RECFS, Gihi n'FaH}:F%}EWE masyylep ﬁ@r%ﬁ*éc Pegifipns within the
bank. 'II'?S %Jdéﬁ{gﬁ ﬂiﬁl%dﬁl@sc‘ Qﬁg%lhlcﬁt)ﬂlﬁ& n&'a§§o@faiéd with specific

sec eeps a | tinme stanps all of
certifidatien pmgranmad Figur 2’bdhlstnabsathedtcaden‘fy<ﬂ09d10ﬁmagn mhlsdlllg tabs for the

i dent . ticket. The.in en ai ls e
scadert FpAE 00hiovert o ety S Ferch ool P06 o R s o0s
sectionk8 7Phe trA¥irey WoBGled tndySbe/ grdvided dotth@tusérhF4i ich drmibehas different
in fact been fixed . in the system as illystrated by

formatp| 3k meglss mpldicait BIESCHINHSBIe0RRIE AIG) 28 TRIgECk Yredisplay,
to nameSSHG. @s il lustrated by block 1874. The fina
communi cation regarding the incident is sent to the
il\b@[)aozmrmy domier¥)2d tabt insludesaany, reguired [centiicatiome P 12nthht agkdeemed

15 A DR RBERY 52 o, B S5 IR s

indicafoP ©14 A6tesl gMthe c&HOEdte pfoghin® ﬁﬁﬂraﬁﬂﬂe fthalké af feafe brongssamdlf it has
troubl eshooting faor. related incidents

been completada s’ BelE et 418 inplao REAYIdSd Q) {thWAga?f% .t@hcqﬂﬁﬁ%ﬁﬁon and

a boolﬁﬂefrf( '9‘18‘ li@brovide €6 tA@NhEWbdr to YPedifte1ihis! as§QPatEtP With RBE Bertification
Illustrated in Figure 19. The user 104 may search

mngmhnr tickets within a particular date range 802, tine

T8 g lome Bl bibo B o P b DUTIRG: BPser 104 10 ook

at eacl 66 tHd'B’pECIﬁ&tni‘dﬁuIeb %n& eajuidemeiitis taeirolcﬁtedasltlmﬂiel ceﬁ:ﬂdahm pro gram, as
assocjiated is escri t|on d severit

ustrgeroR Kt A6 (RSB ROmiALkiE OB gt sl s fodired and
th:thé‘lJ (ﬁ"iﬁ)t 'tlﬂ:crhgrﬁﬂé 15:t dv‘éhﬁﬂé th Progeeik t danehl ¥, B iledikd 922 (whible indicates
ficket nunber of the incident in the 'incident ticket
that theuusee mus@@ommibtgm’qheragodules before locked modules become available). Each
module may have a number of sections that the user 104 completes before being allow to move
on to the next section or module. Test or quizzes may also be required at the end of the modules
to determine the user’s 104 proficiency with the subject matter before the user 104 is allow to
proceed to other modules or before certification for a particular program is granted. Again, a

status indicator 914 displays the status for each module.
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The know edge managenent system al so has an acadeny
900 tab, as illustrated in Figure 27. The acadeny 900
is a cross functional training forumfor production
support associates. In other enbodi nents the acadeny
900 can be used to store and track all of the training
for all of the enployees at the bank or the enpl oyees
in any other business. The acadeny 900 provides

online training to users 104 of the know edge

TIRRAGE BB MarBRPOOL@D aB6wd dhe usdrG bilisB thrBafHKall HELS &Qﬂl‘%g modules

such as the production support enployees and the

that arg peailablgdt g bgeloalpms%tﬂ@@ or astesstifidats pregraing ile e juser’s 104 academy
I Al es.for s eC|f

N T T T —

job opamﬂgﬁ esjobmyithin asgrogp) Idapammnls&B-CMGHSSdﬁinﬁéle a hWIuEdit 104 can add

ecific certificatio ra ure, 27
the ceffiEaian SroaEmiins mialys TR SHO HeB Y iisgoired 01 ek dlpng atith any that
are avhifibld {d&he a6a2d®AM%o r&%ﬁi%v@% ek e WoR |glenérﬁq{1ﬂ'vﬂ‘&i§g @fout other groups,
search | earni ng 906, d view transcripts

departments| hshammess, pr aha@nﬁg “ﬂ’tb@uﬂléé)anlay Fpghagsmore, derde veery hd who are
: ehe 30, f e tsS,. . o s
in chag%e d % é.l(‘)r%ﬂq (geg%tﬁgglgé %r élgdgf %%{el 121%8 bﬁlﬂ?g{g a%’mg%_ &ﬁgmﬁc certification

programsddno ,modnlea noi sthar astd 164 Cthstpbva;k in tth)at ngﬁﬁp addpamtmerinetc. The
honme 9 t ab |ncI s an
cerifi3ipg PRIEER PG ROV LD T B ol ‘oo BE araprogerewent, et o

all of théders 1698n 1ehe Bci e Rbup, @Ep&l&ﬁelﬂp et awel:l&lﬂed thnils 8F ardR%f interest

works. A status indicator 914 notes if the
forthed@?ltﬂ%att@tpﬂse@r@m depagippnt.gist e to take, if it is in

Iﬁlreo %9’3% El@s (R%e q ﬁ&ﬁm t%j C})eﬁ' H{?t l?ey\x%pd’] ga]cg group,

i's a S0 prOV| to na e notes relate
departinent; sfh-dmtmanchaand, cte doacking rfbr fiBedrtsfiqation iprbeehnh0oit imbdules that

t user to specifiec |inks oci ated w.th the. .
the usgro D R PR IR T ogPa it e ALY A A Ui iggtiah Bperams or
modul&ﬁ& tl&’e Bhink| [1f the\WRerbroiati® Bl ALY dcBesBld ey deRicHBSH prbPrndsdr modules,
at each of the specific nodul es and requirenents

then ﬂ’&ﬁﬁd%w Fid 3yt dhecrpgraps fandon the ssgrclidpaniag 906 tab to the user’s

104 achddnl{Sidndl & ) Fi gure 28. The drill-down of the
m%ertlﬁqca§?%n lists each nodule that is required and

T\hh@um trapgerino®08 tab abows laaserstoawia Itiblisr’si 104 gpedificatss, program or

ot S AR s G5 ok b st

Furthehﬂ&@nie ligy aid @bt of afnAfbts ofQitl® thRLhE B3R tadkii R reifired to take.
sectlons that the user 104 caonpl etes befaqre being

The vigy tgsript RO 8D iHRok Qnly Meryhelpluld kesring Brckwfdhe sariops gertification
prograﬁﬁrs aﬂdiJ hfoflBRs B?ﬂle%s%lol@?;bgﬁﬁéﬂ for %ealh%ﬁa%@r S?fjex%utfvggas Wﬁll as audit

dules to determne e user's 104 proficiency wt
orgamzamens desgulatry e Mieger e anh exersitves1Ceh easilal Updoadt modules to the
dul es bef.or e. cert|fL

acadeng%ﬁ e u(i).zI ?l.b 0?%18%:% OyEe, %Erfac 11 t Yew traélscréq gp% gab witt employees
have complctatine moddicdi Elﬂﬂﬁ)frﬁokhﬁlcﬁtttadm@dé Aét e b pefditifc finding out if

users 104 of a bank application have been properly appraised of and trained on a particular
application because they can view the transcript 908 tab to see instantly whether all of the user’s
104 have completed the required training. Additionally, if regulators want to know if the bank

has informed the employees about changes in federal regulations, the regulators can be shown
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50 The view all learning 904 tab allows the user to
browse through all of the |learning nodules that are
avai |l abl e at the bank and add them or any certificate
prograns to the user's 104 acadeny hone 902. The
certificate prograns and nodul es may be organi zed as
requi renments for specific job openings, or jobs
within a group, departnent, sub-channel, or channel.
The user 104 can add the certification prograns or
the vicWDEAsE$pt tIDBtal HAIIKIEE theliddr’ s 304 @EU haslcdnipiéiak ehe @bdeBEed training
wi th any that are avail able to the user 104 to
modul¢.npr ove t he user s 104 general know edge about ot her
C [
W R: B AR2k AF Ao S0 0 AERT0% gl bofaRE PR HAIS contont
pages hiohmgéoninfmlgmom lsedbgrant mlmqkno“écdge managérasng application 125. The

e i o e SEFL S SBEE 5 RIS EIR o BERGHESts,aa
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specifigtageast ysites) within thﬁehwé?@elr@@qgﬁmmawpé%&nf ® G e, added or
removgc??ﬁﬁlhm?dlﬁésctﬁg cfn%&%é rd TR 'alrégs RlatéH 5 e Abdules.

erest for t ser's 104 in the boss' group,
Id etler tmbatiments of th“Ehevmaan obers &Qd mlayl pla9@Bmeain the lacagsmy 900 that

are relgtﬁg 1 Wﬁﬁ%’ﬁ p@ﬁf 2 arll(sj%gd IH %l?sg och%%% so@s@}s 104 not

familidF 6K h tértadt it@s ﬂﬁlﬁﬁﬁ ke n@ﬂulﬁ@dtﬂ giile thadok ihbm s & piRitle a better
may. want to take. The search results display all of

Undﬂﬁ@ﬁémééfﬂﬁﬂp%%QQOn progranms or nodul es at the bank. If
l:tlgﬁ’e Y5 QlustHés ér?‘er?a&rl A& aSivh Qs ?B.? el ihice@dd 90, Icons 952

ograms or then the use 04 may add an
are usetdrfer glolor] fenviionsoualkl a$ changieg §wahahe, Iumkengn&@@ bpelgnar ng dlffefel’lt

:
o A5 e B8 BT Gyl AL Ao S ipnc 5 o bugons 954 re

providd® forCsding, Inﬁﬁirﬂuﬁlﬁg,pilﬁgfeﬁﬂhg rthe displal.e The &lispt@y muddla: mtﬁ@ce 950
what pgggrans and nod Ies th ser 104 has 3$
also hagragnaia ke 80 for fipking oplpdes paenpegEnest oy at&?l "Ig5 pome page.

A tooltlfaE%S Qi &8 f&%st\ﬁﬁuﬂ%?er int@RKivO ishRS th %ﬂ%&b rs@eh b9 but not
e view transcript 908 tab is not only very

limited éd, pthulhonm kagspighngsary dokctioh, tdseurgey pages helpr page @ate#; drage, print

funct1%aﬁger%c g Igér%ggoé]g yl &5 anlaytestt f}lg aee, ﬁﬁgb&%ﬂao@ Ve{b 91!059& Ils%f‘ léﬁbgan view

IVeS as
any ofQdh@aRbatidhs B ﬁhcl@ligjor[ tglinktppsddedMarthg ol bardds8. A course exit button

executives c easi |y upl oad nodyl es to_the
959 is s rayied: b sy O Py B8 Colfirdiringe Al 4 edF aygompleted. 1
the mtEIra@tﬁ%Ccﬁép‘i’a{rl{ R0&uL BR-rHRAD5E TR AYL8Srin c%'"hafﬁ%dﬂ@ Rl Bted] 6dsrogress is

modul es.” Furthernore, audit teans not have to spend
saved béfnes the mddulgisoaxited.f  users 104 of a bank application

11212):1,/1? Ie{:kr)lu (?mfénfo Fﬁ1erlln¥1n%g{e§fba§§99(% fﬁlg ﬂtéﬁbﬁ]veeddl %}ﬁrémdule interface

ICat I On because can vi e
950 hig ﬁﬂﬁl@mdﬁ aglﬁﬁlg‘aﬁ&l fpathsarea I96$tfanhioy1nghhtdughomlthe afodtikke and go

user's
forward 966 and go back 968 features for moving back and forth throughout a module. The
content display 970 shows the specific page of the module that user is working on and the audio

transcript area 972 provides text of the audio content. Finally, the character animation 980
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104 have conpleted the required training.
Additionally, if regulators want to know if the bank
has i nforned the enpl oyees about changes in federa
regul ati ons, the regulators can be shown 51 the view
transcript 908 tab outlining the user's 104 who have
conpl eted the associated training nodule. Wthin the
nodul es in the acadeny 900, a user 104 can navigate

t hrough Iinks to content pages |ooking for

makes| iﬁfl%lfr%hﬂ QBuRl %@‘&P ‘ﬁ[ee chdtadiiCiskRAMIRIER BRAIERE H'Icludes character
plication 125. The wuser 104 can al so, add, ed

ammafémtmyé'pbﬁ& ﬁ@tcegtr@lhna ﬁxetalUélsrl aad apimption of the sharacser. t h e
ﬂ@ﬂy I3%Sﬂl {jes aElech r?}s 8 ? ﬂBde T%@Sus%ﬁ ngt& felflgenélmagement

ave ues he Tuture
systemsbemtilﬂung haweaSaoks andl érslplwyzt thi trainfivey mm/lbﬂﬁ@&eﬂﬁhatgﬁﬂ;ﬁﬁgrams for

L G 107 R P 26 S B SEHEE A L b e
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users 104 may % ganes in the aca eng are
tests, quigzas, éfﬂ?le?é'ﬂ%@}!ﬂl% les; e feppnalargy 166 6oy Blec@mc&mpytea systems 110

o s LRSS G5 TR S48 T8 ol SRR Do g

130. Tipe tnodples widi ecrtifiteion grogramsl mafytwmtgd afid tpieadeddulthe knowledge

9 ill I t
managfol o 145 bt Facl d0B 56 Moy o be gulled dhigsGELinte e academy
900 bﬁh@kﬁiwl%&@&h&ﬁ@ém&ﬁ%ﬁplﬁﬁtﬁ@ﬁ‘ ar0asBey 446 cicheae, tine
bookmar ki ng di fferent nodul es or areas

A AlostealichBy sk Blgevhmarmyearet sispisi x einmg modple or certification
prograw ﬂlg&ﬁ@hbtﬁé tu@él's a)%?p‘hteqrs steft! ﬁl\g, gﬁéj c%le@ oﬁl'alﬁ%e%]]elgyapphcatmn 125

m ni m-zi ng, esl zrng t I spla he d
allowsriopciudee l(i)‘hmoscisatc tha@ 5@dulalos oertiﬁsathmrmmgralm s iB&frafediby block 1906,

as the {ﬁ%’:ﬂibﬁg i lgtg h{]g@rnrﬂg%\'{pgglge érrg%?%e ica (r)]rﬁ Brg%s%%h :t]?qq:ksgocmted tests,
quizzeWyi ekd)ithe I‘c’ﬂﬁﬁzld:dg% Qﬂia@@.%dﬂi@t dbsiiRhioh 175 REQHE, thé HeticASom Ut completion
not limted to page, glossary function,

from the 56T CREPHAT SYStFBS ﬁlea@é StaEss e prgEresspin e bank databases 130.

t
Furthe%ﬂ(;a}s,b%sggglsﬂi%&? ﬁf"ﬁfo’cfé ?gg@gﬁﬁtgs ﬁﬂ%—ré f‘r(ﬁli gﬁﬂ@?ﬁeegv e @ngﬁ]g modules or

certificahers progeans tinsknbyrladga okinagenoent tapplidationk 195 (unlodbtdaddlndﬂab training

exit, ut S
modul%srogvﬁegﬂI é:a?? prOﬁrams get 10091 A X/h rfl[uﬁtéag%dol&sbg% kd%rlioﬁ]ée gilowledge
managehéitl applicatidul ¥25i fsc ﬁﬁﬂs{s&hﬂds’toﬂeﬁ thd RSultNbL ARAL tdsiée qulzzes training
di splay. modul e interface 950 is exited during a dul e

modulgsy, g qreifioation prpgrpmsyp ad@nsesipt sestiey i bank doldsesdabe i s
T@RS 'ﬂ)l@(ﬂmné . 9NGu &I RBRIAB s ark @ﬁecf'r@dn@u&%e\mth e %ggapghcation

he 1 nteractive di splay nodul e interface
on Apmh 22, @00 ad aredigreby andoenorged hy aetergneb ). § oRatm\Appgcation Serial No.

12/4285%'00&9 Qﬁ%e tep%l.nglgd“egﬁtle%{] d‘I@lgwledge Management System”; U.S. Patent
Application Serial No. 12/428,333 to Grace et al. and entitled “Performance Dashboard

Monitoring for the Knowledge Management System”; U.S. Patent Application Serial No.
12/428,337 to Grace et al. and entitled “Incident Communication Interface for the Knowledge
Management System”; and U.S. Patent Application Serial No. 12/428,340 to Grace et al. and
entitled “Academy for the Knowledge Management System”.
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forward 966 and go back 968 features for noving back
and forth throughout a nodule. The content display
970 shows the specific page of the nodule that user is
wor ki ng on and the audio transcript area 972 provides
text of the audio content. Finally, the character
animation 980 52 nmakes it | ook and sound as if the
character is teaching the |Iesson and includes
character animation controls 982 for controlling the

SPEEi® erABEUiRBAIEBE tHeAndhtibh gre GlogEiBEd Rérein-Muhyenclidfications and other
Il lustrates an acade process flow 1900 us

. : ed by the .
cmbodkpenif eldhe nyarigentiort heipa wilh coms e ming Wgonﬁélﬂ?lf:g m_t'&‘ﬁ@ﬁéo which
- . - I - . .
v QP 2RLFY5h  dS L R A 6 s
and the labsesiatedtdeaivings. b Tbelefor@GR s tohlee wmismtaodghatnthe dpsnieert is not to be

T —

combik#ti®hs of GhhbadigfentsVdrél e@eddell &6 ,bedintinded Withi, thetscopd 60theaappended
user 104 thou%h the user conputer syste 110 or

claimsq J\ldeagh snsrify terms g APl EedRER.ABIHRE dpedsiic gsRgra argt descriptive
!ﬁgﬁg%' :nank databases 130. The

smmeﬁ@%ﬁ?%gﬁgﬁ erﬁ% #@gﬁ?gﬁ progranms may be created and
upl oaded to the knowl edge nanagenent application 125
by the user 104 or they can be pulled or pushed into
the acadeny 900 by the know edge managenent
application 125 as they are created. As illustrated by
bl ock 1904 when a user 104 selects a training nodule
or certification programthrough the user conputer
system 110, the know edge managenent application 125
all ows the user 104 access to that nodul e or
certification program As illustrated by bl ock 1906,
as the user 104 conpletes the training nodul es or
certification prograns and the associated tests,
qui zzes, etc. the know edge managenent application 125
receives the notification of conpletion fromthe user
conmput er systens 110 and stores the progress in the
bank dat abases 130. Furthernore, as illustrated in
bl ock 1908, as the user 104 conpl etes the training
nmodul es or certification prograns the know edge
managenent application 125 unl ocks additional training
nodul es or certification prograns for the user 104. As
illustrated in block 1910 the know edge nmanagenent
application 125 also tracks and stores the results of
any tests, quizzes, training nodules, or
certification prograns in a transcript section in the
bank dat abases 130. The follow ng U S. patent
applications are filed concurrently with the present
application on April 22, 2009 and are hereby
i ncorporated by reference: U S. Patent Application
Serial No. 12/428,330 to Grace et al. and entitled
"Knowl edge Managenent Systent; U. S. Patent
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Application Serial No. 12/428,333 to Grace et al. and
entitled "Performance Dashboard Monitoring for the
Know edge Managenent Systeni; U.S. Patent Application
Serial No. 12/428,337 to Grace et al. and entitled
"I'nci dent Communi cation Interface for the Know edge
Managenent System'; and U.S. Patent Application Seri al
No. 12/428,340 to Gace et al. and entitled "Acadeny
for the Know edge Managenent Systent. 53 Specific
enbodi nents of the wWwyemtisorLAavERIEescri bed herein.
Many nodifications and ot her enbodi nents of ,the

Ipvm @k BESpekAlohkl BRI iNfck! SRR TicAsh i@
ski | | gcbj in thpe arot to whic 9 tﬁ(e [ velntrllon pert%%%agement
systenhamdmgstqnheolbmsefgt of the teachl ngs presented in the
fo escriptions and the associ ated draw ngs.
ﬁs%gﬁ%e?%cg is to be understood that the invention
ismodbrytdeviee, linmted to the specific enbodi nents

di scl osed and that nodifications and ot her enbodi nents
PRYREALRR FYFS 8B enbodi nents are intended to be

' d";ﬁbé@&q opk Iﬁﬁiré]y thpleOB R %ﬁﬁlﬁcﬁ%ﬁ %QQ@Q uséilnﬂbfﬁce and the

Al 't hough specific terns are enpl oyed heréin, they are
memonygigyice,rang cgefir@r¢<btoaa@mmfesmm¢meadab@nsegr@mlcydetmd not

1 SRS S M A B o

vaﬁdmms@pkohcanﬂoﬂdge managenent system said system
conprisin nterfac

commuFIERT S Aredagrtilsy THe e et g e Reing or more

GReDEeR1ityOrathR b%%ﬂﬁﬁh&fskfhhs’ﬂlt)ﬁ&‘t’é @Rq user interface,
and the "nenory device, and confi gI:Jured to execute a

conputdstermiag @hlsps ope ofﬁ eategony relinlilityr ssovel sreapplicatioireliabylity
%61% PHERAE ?%u%ﬂ:h%&eﬁ] re‘f%gllﬁ)f scOR 6t p[{uggl tcﬁgﬁﬂel sc\ére based on the

factors re usi-ness applica dete
piettingicd prddidtabilita Chcder relmmaplsd:orésy scor es for each of
the one or nore predictability factors based on the
reliability data, and determ ne at | east one of a

cat egq'h)é syérh dPLlhinh Y, WEQER thAfto@RRIriE AlkthOtohflh@®td ddeYute the
score, usi ness sub-channel reliability scofe or a

compu@g—geqql@@lg PrEEa epdedp griemseBly reeeiverbe reliability data from a business
computer system.

3. The system of claim 1, wherein the processor is further configured to execute the

computer-readable program code to manually receive the reliability data as inputted by a

knowledge management system user.

4, The system of claim 1, wherein the processor is further configured to execute the
computer-readable program code to receive the reliability data, including receiving answers to

one or more predictability factor questions related to the business application.
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determi ned predictability factor reliability scores.
2. The systemof claim1, wherein the processor is
further configured to execute the conputer-readabl e
program code to automatically receive the reliability
data from a busi ness conputer system 3. The system
of claim1, wherein the processor is further
configured to execute the conputer-readabl e program
code to manually receive the reliability data as

| Iput e’ shiterd of kIARNM SEBRciNAIRAGEIREr iSHghaBotfigired th. execute the
The system of claiml, wherein the prqocessor is

computgirreaddable pereray Gpdefo conekidhe prsvERdcca R theone SEHSH e
. 10, ' the reliability data,

p“ﬂmﬁﬁggﬁgﬁﬁgQQ§EQ?V?§§£%%§mers to one or nore

predictability factor questions related to the

busi ness appl i ion. 55 5., The syste '
ot o1 ThecRaBn 0 RhR §; v e HEr SR i Bt M o oxpgute the
compuitdtSeadaBIRpHSRim CodAaRéRIRaQgEHimbitigeattor weigvalgt valurefor each of

answers received to the ane or nnre_}géedicta I |

. . ty .
the one gicnee pehibiprdators oV ep &k Predicy e EIPISRIR] vy signifies
reliabiiéigzr eﬁg@ﬁﬁﬁk@ of {hg RGO FadtSr if WIkRRI 10 GRBE QU LR iR,

te the nput er - f eadabl e program code to receive
a predictability factor weighting value for each of

the o or _.nor redictabilit act ' e
oo cruavrPy P Br Sh@Rg o Gk S AL AL el Rorceut he
compui@lreaiableipkderamiRodd wieRnaine teprpdiedbitityefactbt tellabilgtsosres for each
relation to. associ ated categories..7. The stem.of ..
of the ppegrere Prpdistability farborp baied 68 g reldabiliy daia ang ﬁWer%ia‘F%%h"y factor
de%%g§ﬁ@§ute the conputer-readabl e programcode to
ermne the predictability factor reliability scores

for each of the one or nore predictability factors

based .gn the relj abil | dat a t ' Lkt

G o PG R e BB e P GHARLL oo

compitiaegiabletphserfth @6&sStQltontitaltyt easivectha piegictability factor ecighted
the _caonputer-readabl e Brpg&gnwéﬁde o.autonaticall%

value fog gesh\ad the e oF Breprstictapilily fagiorsiroma PYfiress COmRYHSYFEm-
each of the one or nore predictability factors froma

busi ness conputer system 9. The system of claim 7,
wher ei fihe spstepr olcdaimot, whereinithe preacessoris ifigthes sontigueedde grasute the

t.he - T .
o 55 SO SO0 YR T ks e
cach of @elone br foe: @edictabilitpoiaetoprae dipuittadby & kyowladdeanaagement user.

i nputted by a know edge nmanagenent user. 10. The
system of claim7, wherein the processor is further

conf i gLt EXREH7eWh&8in the processor is further configured to execute the
computer-readable program code to do one or more of the following: (1) receive a category
weighting value for each of one or more categories, wherein the category weighting factor
signifies reliability importance of the category in relation to at least one of associated business
applications, associated business sub-channels or associated business channels; (2) receive an
application weighting value for each of one or more applications, wherein the application
weighting factor signifies reliability importance of the application in relation to at least one of

associated business sub-channels or associated business channels; and (3) receive a business sub-
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conmput er -r eadabl e program code to do one or nore of

the following: (1) receive a category weighting val ue

for each of one or nore categories, wherein the

category weighting factor signifies reliability

i nportance of the category in relation to at |east one

of associ ated business applications, associated

busi ness sub-channel s or associ ated busi ness channel s;

(2) receive an application weighting value for each
channé? fwei%l‘x n@kalllPFER AR dn@ bl B13% buMHeEEB- chﬁﬁleﬁp%ér‘éﬁtthé’ﬂusmess

ting factor signifies reliability inportance of
sub-chapye arprﬂhtm&famn significe redipbitify impogandead the ywimessfsub-channel in
b- channel s or associ at ed

mkm°€§§£§%%%&gwgﬁ%é an% (3) receive a business sub 56

channel melghtlng value for each of one or nore

b S|n sub-c el mher in the bus
ﬁ@rt%@?@m ¥ i e edripiorr B Brnespfiged to excoute the

compu'tdi‘l?@e[d‘a@l@ % dm EH®: (B USlcRABMSE ablehst %ﬁaafl@éatég@ry feﬁmhty%oﬂeoan

associ at ed busi ness channels. 11. The syst'em of ¢l aim
application relipbiiy prorh @ bypigess §§1arﬁhan§elfr9h4hﬂaw se@yA P ghvsierss ehannel score
s GXGEULERAE) pFOTRUIEL PSR LORL ARG R sy
welghtmgo.raMe applicatpynl waglitingrvahueloir h‘amhest; yubsdﬁrhﬁel weidhting veles.

sub-channel reliability score or a business channe

score based on the determ ned predictability factor

rl@' | abitleisysterfi @PEIRRN ANEhdeih BRPRBEsYSE i€ AR M figured to execute the
i ghting val ue, appllcatlon wei ghting val ue or

ComPuEi—‘LS?%ié@§ pEqpire Redere display gnithawsoy miterface a pluratife ofknsmdedge
I hey,ei r
manag%e gsltgpn efti 1ed )?g gE%S é:ﬂtgxﬁ@[ ﬁgﬁssactﬁltcg@?ﬂo {jjllng %gs%?sg channel scores,
wherem dmbd:)usmesk chphrey icons drheonfipred fmt esdr agat ® displayehe agsomﬁted
busi knoﬁAﬁgﬂﬁi managenent system defi ned busi ness channel
UsIESSERE: ¥BFespondi ng” busi ness channel scores,
wherei n the business channel icons are conflgured for

user input to display the associated business
sldb- cHARmEyers ebelan 1.1vwsherqtn dhesgragesnrdy fugther qenfigurgsh tor exvepute the

compuledGeALBIES ?deftH arsgag AN bﬁﬂ{e?%cé QP&ﬁﬁgy&snﬁéi @nd

conput er -r eadab nrco e to display on a user
correspontiiag foasiecsa c}mmremgsa amﬂ am:rlw:lm@acdessctd displep onelomgore business sub-
Chmnmgus%qe channel Qc inclu aﬁﬁﬁfeaﬁ to dis % gﬁ
Bt e s R RERARRE SHU FRARRS epPese QR @atore
apphca%hbﬁ@ﬁﬂhm&li@srﬂ:%aﬁridl ﬁﬁﬁm@ Relir&PosdiRe SHARMRIN BE6R! Gfe or@Ee
nor.e ~ appl.ications wthin the sub-channel and t he

categ%ar‘rﬂé% BiechPRicakiop pIE BiEiCOTICPOBIiBE c¥pEOTH Peigsrand one or more
predicta@RiiBAQLLRSyiMih meQakg&-yaaﬂﬂ lleCRle od ng 'fé?ﬁctablllty factor scores.

correspondi ng category scores a
predictability factors within the category and t he

rre ondln red factor es. 14. BF
glys t eﬁ[f?lg £y nq oP al;;ebr‘elﬂ l%/e-l%ocers sor és eri cgn%igtpg%  execute the
compufepndadgile @fbghﬁn emimu d8plaf@n a user interface a predictability factor score sheet
that is configured to display one or more predictability factor questions related to a category of a
business application, weighting factors associated with each of the predictability factor questions

and receive inputs corresponding to answers to the one or more predictability factor questions.
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comput er - r eadabl e program code to display on a user
interface a predictability factor score sheet that is
configured to display one or nore predictability
factor questions related to a category of a business
application, weighting factors associ ated with each of
the predictability factor questions and receive

i nputs corresponding to answers to the one or nore
predictability factor questions. 57 15. The system of

cisai MThe sydigth OF Blafr €, W& BfQrodeSsor i fultBér copfifuredoastecute the
to execute the conputer-re ableéfrogran1code to
%k

compues¢erdglle prrErame Fedsip receiy e dan telighilly dpiastpcipfdviihige gpgor more
fi nanci al
e PESprkBh bl BRAOAS s ohal g e
program product for a knomAedge managenent system the

BrpursrorBAGRET Rt il 1E8 Fho B Plaec Rl g te compuer

prograﬁlr Sdhﬁ%&ﬁ’ﬂfk t‘léa@ﬂﬁxe%ﬂiﬁ@ﬁ%ﬁfkaﬂdt@é SkdiumtHating computer—readable
nput er - readabl e program code portions conprisin a

progran ode pesienyeBIkedIBereRothe EOMPRIGHICAdRDIGRTOEIBRES OgF RgFLions

comp rough the use of a processor, reliability data
asSociated with one or nore predictability factors
reefirat edcdtable pxtish nedwguraldpt r'ecatn"lnn,rthrqmgb theiuse phaeprocessor,

essor operativel
rlicbi B o ST e RO B gatusiaes,
applicATRID# Nerig the Srocd it iQopeptiy %)lb@fb e vorfRiterareaddlifogram
execut abl e portion configured for determning, through

code, 3 yrer isatast, arpangsy dewiss grd a CHPBYPICANAR 4eVICP: f act or
redd EI 1 gg&]}fab?@ ?ﬁﬁn E&{ﬁg‘ggegt}‘ dxotietérﬂl‘?rﬁﬁé‘ ?hl‘aﬁgH‘RE Bise of the processor,

pre Ity factors erelirability data
predicmbitityafatfoi raﬁa‘eiidecaamaeb feer epdr ofi theromoorfonaye predictability factors based on

n|n through the use of the processor, at
&wrdfﬁgiig% a category reliability score, an

appirt %ﬁédu&ﬁlef okticidohfifred € ldeterrinigh thedihnied use of the processor, at
reliability _score, or a business, channel scaor

least oppok eateperEicHANBR SprreANCPREFACR yeliRB 30 P F‘élb?hap{@ Tliabiity
score, mﬁ@ﬁ@sﬁes%amyf ScdrOBREY 6f (R REH-ANA b%}é@atbﬂ%r f&'tcﬁ"réﬂa%ﬁlty scores.

rein I rst executable portion is further
configured for automatically receiving the reliability

d f by
r‘rgut &%@8?’8 gr Z#ﬁrégrfs dﬁrgg&l{ t]pﬁ Elr':urﬁc' Y8 }’g{g} \ﬂ%g‘lre efla%%(%cutable portion is

ﬁu‘thelf donfifureX et utiRblaticBrrededing the réliubilive date Giofn phistdss @mputer
manual |y receiving the reliability data as inputted by

systely  knowl edge managenent system user. 19. The conputer
program product of claim 16, wherein the first

execut abl e portion is
18. The computer program product of claim 16, wherein the first executable portion

is further configured for manually receiving the reliability data as inputted by a knowledge

management system user.

19.  The computer program product of claim 16, wherein the first executable portion is
configured for receiving the reliability data, including receiving answers to one or more

predictability factor questions related to the business application.
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configured for receiving the reliability data,

i ncl udi ng receiving answers to one or nore
predictability factor questions related to the

busi ness application. 58 20. The conputer program
product of claim 19, wherein the first executable
portion is further configured for converting the
answers received to one or nore predictability factor
questions into scores. 21. The conputer program
product of claim 16, further conprising a fourth
execut abl e portion configured for receiving, through
t#e uskesgpmpuisy progsamprodact of elding i Sovhereip theffirst executable portion is

. . I . ™
furthen ¥ BN b8 o Bnt il e B Plec i @ BB Bedigbifip foctor
questidradttoscanes. ght i ng val ue signifies reliability

i nportance of the predictability factor in relation
to associ ated categories. 22. The conputer program
P210duCtheQbnmplet Ei‘o%ﬂam ploat@ion clal® 1696ARG cBxpAMhAR FSurth
portion is further configured for determ ning
executahla gpition kel guyed fa teseiving) themighitheuss ©bp processer, @ prddicsability
: [.ctahili £ n L he
fctor RN fFBR FREE PRI bacBBRY RS Hefth b
predictabiliphfaciog weightieg vade sigiifecietiphitigrimpongrca ol fhe@aedidtatofity factor in
i chfin12% wherein the fourth executable portion is
relation { 45RO CHSBNTIFYRd for aut omatical |y receiving the
predictability factor weighting value for each of the
one or_nore predictability factors from a business
Brputlde cepppisrprogram medud ofplaine 21.pyhseein thepeend exeatable
. cloai ' f. . . . i '
porto R o T A U A FRY SR Rl R s ed Br cach of the
one or proeciprediztabllity facfoachased wreihghtliabgity dhtaand the pretctibibfy fhdier
wei monq%ﬁ{ nore predictability factors as inputted by a
B0 gdge managenent user. 25. The conputer program
product of claim?21, further conprising a fifth
executable portion configured for doing one or nore ]
& t hdhe Gpmaweh@roglﬁfrbm@ﬁuq% REclaign2 biwherrin fedeadsenecutable portion
. (PRVa i i ! oqd . .
R LB Lo R Bling Dl for
cach of the pog orshopsipiédactatyikityi fadspdsiftoyn a hysindsainepwér system.
category in relation to at | east one of associ ated
busi ness applications, associated sub-channel s or

a@4s oCi Plicadbnipusdr paspsart PRodne f claif 21| Wh&tvithgfoafth executable
l'icatign weighting value for each of one or nore

portiongg rfhen ¢¢ Ilggl;ed étpqgﬂytrqggivétﬁ,th predictabilifs ifzg:mrivff@hting value for
each of tBE bAY orTh&R ip}écﬁcctatfiﬁ't?! 8Qbisiak }i'Llp'uHRle ARSIz Bfhagement user.
application’in relation to a
25.  The computer program product of claim 21, further comprising a fifth executable
portion configured for doing one or more of the following through the use of the processor:
receiving a category weighting value for each of one or more categories, wherein the
category weighting factor signifies reliability importance of the category in relation to at least

one of associated business applications, associated sub-channels or associated business channels,
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| east one of associ ated sub-channel s or associ ated

busi ness channel s, receiving a sub-channel weighting

val ue for each of one or nore sub-channels, wherein

t he sub-channel weighting factor signifies reliability

I mportance of the sub-channel in relation to

associ at ed busi ness channels. 26. The conputer program

product of claim 25, wherein the third executable

portion is further configured for determ ning at

| e@slin@RLaplicAionat Sy vakk iféidath 65one @@ hfdre fplications, wherein

application reliability score, a sub-channel | ]
the applisptioasveightingdagieresignilics rplipbiliy dBpakassef the emiléat&?slé delgfipn to at
teast ofd ¥t asQR1RAUBL T ERMU: Gl BB bYsihAC LPRpEig] | ab1 11 Ly

scores and a respective category wei ghting val ue,

appivingd subnchaeng twteighting shlue farcachuif-onh anmete subichpnriclsgwherein

vagl ue.. 27. .Th onmputer program product. .of ¢l aj : .
the soty el pef iR Fach QLR 1 R L PR of et frretation to
associ# busBidsseMai@s. di spl ayi ng, through the use of the

processor, on a user interface a plurality of

knowl edge managenent system defi ned busi ness channe

iLoNs .

27 TR ERPECEPRRAN AR RUrLBges NSOk B 85yt porior

is furthes esnfignpedtfot deterohirspg atyleashencad a@aicaerydeliability kepne@h application

.,.scores. 28. _The.c er. program pr |.al
rlsbi Ry SRR B PSP S SRBene ShEel S tafld Bnife
determ@sipr@lidtasilify Fhctet reRAbaty Beored dnidaugdpetihe dargofwdghting value,
_ processor, on a user interface a_ business channel and

application vesighting valge BULIbrrdaanet waighEng ¥dvre and i ncl udi ng
access to display one or nore sub-channels within the
busi ness channel and the correspondi ng sub-channe
s2or eSThe@pmpuier progra prpgidt ofelaion ko, Rirther pomprasing a fourth

b- channel. an h or.r espondi ' i S
exceutgh{gpgion it R FonRkh ETRRE OF o0 she Bk B G0 By ptertace
a plurdhiey $fSPAde thafaica@ar yseaalefisedigimenachanndrivoas and corresponding

) predictabilitx factors. wthin the cate Oééuﬂgg)the.
businegshamash sty hpeRdhe busioss ?}sﬁ@f‘é;%lﬁ IS CBRIAEITEH YT ugh gput to
displaf BEBLOEAASOIERADIREUEt of claim 16, further

conprising a tourth executable portion configured for

di splaying on a user interface a predictability factor

sgpre .sheet . . incl udi . i 1]

FEEY o agpishECerL A RR G QP BRI Ep bR & I
execut@ble ppiloh caifigubed fordighliying threagiomhs usssfacirateasbryert dusenimberface a

bsineon et bl oo oSt 5 9 1 ARSE disply oe
or mofeQb-ESRARL kiid Re BRINRSE ShanAcltne t&%rr@sripoﬁalhg sub-channel scores, one
predictability factor questions. 30. The conmputer

or moggrapplicativprwithie thesiib-chaingt ang thegasicapandingappliqagen score, one or

more ca eegngtss%vbllth%n Hl%ratpi)l(i)&tiloﬁ and the corresponding category scores and one or more

predictability factors within the category and the corresponding predictability factor scores.

29.  The computer program product of claim 16, further comprising a fourth
executable portion configured for displaying on a user interface a predictability factor score

sheet, including one or more predictability factor questions related to a category of a business
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further configured for receiving the reliability data

associated with the one or nore predictability

factors related to a financial institution business

application. 31. A systemfor operational reliability

i ndex scoring with a know edge nmanagenent system

said system conprising: a user interface; a nenory

devi ce; a conmuni cation device; and a processor

operatively coupled to the conmuni cati on device, user
applicdt¥nehERaGng ABER REocidBRIVY e L8 \0r B r&ﬁ&aﬁﬁ fa&le stidhs and

execut € a conputer-readable program code to: elve
answer wputdslds copfigered fasensiving isgutaicotmespording torm)sweers to the one or more
cedicb! gxﬁa Otral le'sEX factors related to a business
P g%g atr 8n erein the reliability data includes

recei ving answers to one or nnre predictability

factor_questions rel a to t bu5|ness appl i catian,
c O &PEIPHY DI PO 9 PR | GoEheron e Bk CRHabIE portion i

further' B3hfigtt® f’dr%&hhﬁ% thy rélﬁﬁfl&’{ dAH §§Bbl%§ withiiRe Wr%re redictability
rece| ve a predic actor wel ghtlng val ue P

factorsggleteddé afm%ﬁleﬂﬁwutmlbgsmw eplesetign.| ity factors,
wherein the predictability factor weighting value
signifies reliability inportance of the
Bledi CA ayiténh for operatiaral taliabityaindanscofingsstbaikab@lbdge management
cat. ries; determne predictability factor
system, éarl&gﬁfﬁtqn? FYURIESAEs for each of the one or nore
Pf @@ mieMakéi ty factors based on the reliability data
and the(gwedlctablllty factor weighting value; do one
crmpppy asvicehe foll owi ng: (1) receive a category

&ﬁ&%ﬂ&hﬁ t%ﬁh ]cé%5deach of one or nore categories,
erern

e category weighting factor signifies
resproédssdriopyrativelp ooupdeticte tief confreurdedtieg deyict, iiséréhtatfha@aidthe

| east .one.of associ ated busi nes pplicatiqgns,
memofy ey A GORFBHTEDERERIN & HUMRILPS CEb HOTpE R g o

busi nesseivTeRAMlit ?da{a%)ssdcﬁ@e@ Wieh G ordRRE bfedlckMity factors related to
wei ghting value for each of one or nore appllca¥|ons

vihiisisiess apnlicaiop) Weeaein dire reBabiliidgiatinelyddsaeqenring ingwietsite gne or
BB RO ARG QRS PR A GO 0o
amsaes oieaeé tb thusha ersmorer;mmiethlﬂhtﬂhdo( Qlestti @G éinte &cores;

L TR ARG E A
spbtiehsnfethctoR] Fhéreiddhé petiRiabditg Mclidr @Rightihk ik bilMifies
Irggﬁorﬂtlt? rl]r(r:lgor(t)gncé Qfe the predictability factor in relation to associated categories;

determine predictability factor reliability scores for each of the one or more
predictability factors based on the reliability data and the predictability factor weighting
value;

do one or more of the following: (1) receive a category weighting value for each
of one or more categories, wherein the category weighting factor signifies reliability
importance of the category in relation to at least one of associated business applications,

associated business sub-channels or associated business channels; (2) receive an

application weighting value for each of one or more applications, wherein the application
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busi ness sub-channel in relation to associ ated

busi ness channel s; determ ne at |east one of a

category reliability score, an application reliability

score, a business sub-channel reliability score or a

busi ness channel score based on the determ ned
predictability factor reliability scores and a

respective category wei ghting value, application

wei ghti ng val ue or business sub-channel weighting

Wi st8ing Fdotor i B EIRIMIAY ifpAtait Sdf th¥viiliRhtibntil €elation to at least
processor is further configured to execute the )
cwapiieseciped Haginess pibodhenrsleercssacintedt bsingsp channglsy and (3) receive
[ f ac ' . i
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cor r esieRAdinB @t RRNbhE ot d QfecdEPieRabiRiRce, dilipPlication reliability

categories within the application and the

@g@rpe%?;@m}swb@@@‘gb@xa B ssere 5 @ bypiaess chappelscore based on the
R : s

QU3 e b Rl It G A 0E K ol Grcighing

caiqeyippticgiongyaghting odiue br burineas subenklamk) evcighhagreatent

system the conputer program product conprising at

| east one conput er-readabl e nedi um havi ng

cpp U%%S?ﬁé}ﬂ abtigim BT, eeHcdih SRPRodeSNok isTighe? kb@Rkiuesd to execute the
therein, the co uter-readable_pr%gran1cpde portions

compuissrigrdpile pEperam pedede display onavISe ipsHasesbUsEIES Ganrnsd ardbr

| e 1 -
comsf M e PP 580y RpBEO5BEA0Y sne ormor usinss s
channgbs eillia tlathdsineys dhawted asd the catresgondingsubtrhammes scores, one or more

. application, wherein e reliabj.lity,data includes
applicatighs M RELVRALT e coresnBRtn puRliFRicRspotey e of more
categof&CH Rifin eepblieution hed teebrrtohdifg beu?gdﬂﬁﬁ@re% PRl beadH e

~and converting the answers received to one_ or nore
predictgbibigy Betars Wity tregetespryud dhe corssnopdine predicdabilitibacior;spores.

the processor is operatively coupled to the

conmput er -r eadabl e program code, a user interface, a

MSnor VA dewpute, pragremaprabunion b baowledge Wanagement GPstem, the computer

second. execut abl ortion confi ed f.or .receiyin
prosraf g e PO RS o B se oS e g b Py ceadable
prografnasde poMiBhgshbdigedBird@, the kopabr-Rhddbiepropamaiodspotions

predictability factors, wherein the predictability
comprisget or wei ghting value signifies reliability

| TRQE ARG bortiBR cMRAk&l BPetbdibihe, thRfbR fhelule b fbbQSor,

to assocl ated categories; a thlrg execut abl e portion
reliabibigrikiagescetitddovitietesrrmiare pydistability taghirs ielaped ta@thopiness

appliczitl%ln! vavﬁér!ailrlttﬁe reliability data includes receiving answers to one or more predictability

factor questions related to the business application, and converting the answers received to one
or more predictability factor questions into scores, wherein the processor is operatively coupled
to the computer-readable program code, a user interface, a memory device, and a communication

device;
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scores for each of the one or nore predictability
factors based on the reliability data and the
predictability factor weighting value; a fourth
execut abl e portion configured for doing one or nore of
the follow ng through the use of the processor:
receiving a category wei ghting value for each of one
or nore categories, wherein the category weighting
factor signifies reliability inportance of the

CRERERT dkebitalil€ bavtibR BodBsurdd fot ?&&Win%,nﬁr(ﬁﬂ%h SR bR Processor, a
busi ness applications, associated sub-channels or

predictabifc fagtos weighting rdue fog isaghradithe oneas aiore prgdigipbility factors, wherein
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3@?5%. ﬁgﬂ#%e conmput er program product of claim 33,
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34.  The computer program product of claim 33, further coinprising an executable
portion configured for displaying, through the use of a processor, on a user interface a business
channel and corresponding business channel score and including access to display one or more
sub-channels within the business channel and the corresponding sub-channel scores, one or more

applications within the sub-channel and the corresponding application score, one or more
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categories within the application and the corresponding category scores and one or more

predictability factors within the category and the corresponding predictability factor scores.
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