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‘T" FIG. 4a

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

1502

h 4

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

L 4

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

1506

Y

THE USER 104 UTILIZES THE WEB BROWSER 115 TO ACCESS THE KNOWLEDGE
MANAGEMENT APPLICATION 125 TO STAY AWARE OF THE INCIDENTS OCCURRING AT THE
BANK ON A QVERALL, CHANNEL, SUB-CHANNEL, AND INDIVIDUAL INCIDENT LEVEL
THROUGH THE DASHBOARD 590.

1608




5/36

qp 94

918 it
T sonvini 35M0 100y oo oo _IWLLIVHOLSH OV
Do Wio V) @AM || S RIS EIZS = =
o NDNYED BWo  JONVID VA 00 0
Wa  WoXdo| | MMV IYEo J9HVH) IEID 0z 100
8 2 if
0 = S
ool W
700 =
0zl —~\ roo | OIS
. 0l |[ELS 800
%00°001 001 oo
— 08l 10
TIENANOYE SNLVIS HNNVID ~
24 0 IEHW WIV 705 ViU ONDINVE _ DYIWA0YT
L4 A4 ¥ ¥ 2 A2
3] ] CX0_] ] 0] || [ .
BE T _ BL~ DNYWS0:d ATV
[ tnoson 1 avaovov [ pr_[[ stwoszy ] s | mo_| aavoassg [ son [ som | asvasocamons || swooaavia
. 005
oD [ R ) e
B0 8 -Besmeiil oy |B f [ - © @]
| iy S{00T, SSIB0AB] AaIA WPH 3T |
Xt MITA SATINOSXH




6/36

SOLLV D, V) 1008~ e E o cﬂms: ﬁcmy_ opY
EEESSEEE = - = =
QEHIOD| | JWMIvIAYED  39MVHD VD — B =2 0 =
v INTINO O} |VHD GIAOYSAYNN CIIONYH) ISVIRYC W o %..g S
J = 00 R
%00 = E00 E
0 = e
— _lw S e
= ) =
o0l EN 700 = gl
%0005 - = N\ [0S
%8666 " 00z S 800 2
400
= 0¥z 10
ONTHNVE INTING - SILLVIS FNNVEDANS —— 08
SCANTGRE TTVWS W0) 100—Z75 MDY TNTIND
b5~ v v Tv 025
C— | =
[ d0_] [0
(DS T _ 005 £0§— TENNOD3/MILA TNNYH)
L rwven [ awaowov | ot [ swoay [ sovwes ][ o [ auvoumsva [ swow [ savw ] ssvesacmmony [ swoossvd
d.m v
00 [ [<] . — sseapptf
| 20 (- 8 & -B@ =i w0 @ 6 -© a0
_ dfaEY SIo0T, SRR ASTA T SfET
EA[ (=] MITA JoUUERY )




7/36

@ 9
]DDDDHH\!II\.IU

Wd 00°% Wd 0D'€ Wd 00°Z Wd 0071

1

000°BL HOH " M B B H MR R R 0N i
00002 v I i i 1 i H i | H 3 | 1 1 1
oen'oe 1 1 N . M 1 i i ] I M I 1 I
aoo'oy H - 1 n
000°0S
000°0%
000°0L Nmm
TSI k

((wamaava (> ) [ manEm J(> ) (M >==_oz_ y

(USTOHER LGNS

- aNIL 00X

0 |0 |0 |xo0x DEAWW0A| 1MS |0 atva| yo NI Gavy| N340 xxxook,  0FS

¢ jo X DEWN0IT| LAIS |0 ML - va N30 oo
- e INDIIOM R

0 |0 |o |ooox DYPEWWOT | LAIS [0 ava|  ionagavy| M3d0 XXXOK

o o xx XX DEIWWOE| LAIS |0 ML va N0 XXXXXHHN]

hd joX G310V4W1 1INNVHD | ALT93A3S | NOLIVYNG [ JIVAGNT | JIVGINVIS | NOT1d14253a {SNIV. LT INTADNT

mt 755 st 056 sﬁtJ _|Eu o au s Eu Ew s -/
Z140¢-150400374 {09 g 40| i 39vd 3715 39vd
(_m31A Ava _I_ E;v_m_m_; : _Q;Ezo_z [ »]

O£
[V Sita 00§ ONTXNYE INTINO/DYIWW0J-3/1ST1 INJGDNI aow |/
il z_s_mzé waaoy [[ o [ swoan | EEEH_ no_|| asvossva | swow [ saw ]| Isveaocawmonx || skoosavid
og (Gl _

O[] 82 -8lo =il P KO- MO
_ ~ Gy S0y, SAuon] help 3 oA ]
FIET] . Jst7 Juapu] qOW




8/36

-

/M

_.llﬂ;:]cillm%gﬁr ] — _
: NOIIOS
NOTIVATLSIANT B30T 3500] 085
K109 10 STIS] TR0
0 o [0 Dooxx _ SIVL0L
S Tt OO R | 0 (NN S TR SO A G| L
L U S W 11 DVaM] , 1 L/
\-BGG 786 - 156 056 “-bLS \-g15 A -85

‘TOVWT _G3UMIA TVILIN 3HLI0 VAW 3L GIONTOIN) SINSST VA 1o

aveen || waovv ]| or T soas | sovive) | wo ]| aavosesa

AT NIV G50 L1348 L)

ALK ZAIVNTOTI0 S8V 010 J83HA

ROTIVWA0INI VNS

T TET S | T YOOUT GAIVIY) 7o

; WY | AIS: ALTHIASS - IIDILvAT308d Y0000 DI INADNI
: VIO JS.L00N 07 ROIIVANG : A K 3V DivS|-
ONDIYOM LON NI GiYD - NOILdI)Na 0%
[ISIE G I1LA| m 005 10638 Tviaa |-

smou | sevw || asveaoarmony | swoogavid

09[4 ] .

| oy |

%W (] @ R -B[Dsewony 3L poas [ 7] ] - © ~pi Q)

djaff sjoo[ sejsoAD] MaiA 1pT | |

Hoday iniaq oL




9/36

8914

. TH0YYT »
JHONNT ¢ Z1WHOX/00)
~ILNIW A9 LANIW TTI90W 210
SYIM GHY JOLYSIC 10 SYAM THE NIHLIM GIAYT4SIC 38 NY) INIMOTIOA IHL
SHTIV ROSTHNOIDVSHL - b9
AV Y130 LNNODIY INISNYD 30SST NV INISTa3y M) SHONY SNIMOTION JHL
“SOLINOW NEXNYE INTINO JHL AR G3LATY 30 TIIA TANNYHD 910 3L NIHIIM ST
"JOLINOW 610 THLNT YORTH NOIDVSRVaL QY. 491
JIATDY TN IRINOILNIW SY0UY3 G138V S00 0L G ST 00) 'L
| L - SHISIOVL ~
21500 ‘21 WWY? ‘SAS3-03) “JOVENL NE GINTOAT SWYAL TYILINT 09l
SO LI
YN SHON - /1
21500 71 WW0)2 | S4NOY9 INISYE J0VIHL WILINI 961
| | QN H0Y31NOLVIOINRY g
SEIWOLSIE) INTTNO SSINISAA TIVWS 'SEEWOISTD SNTANVE INIINO | STINNVH) GIDTHY THHISSOd Nyc |
"SONVISH SO0 GTAVNA OLEVAL ONIGNAS S3MTIA 350D V) SWATA0Nd SNDNYIVE QVOT 0SLX —
+SWALSAS IWYAINTY OL AIATDINNOD SO0 SNLDHY InSST YAOMIIN - IWVANTYW NI RMOTHOTS 280 - HSYHD WAT 500 - sl
RIOLSTH NOILVSNYL ARV STIVIZ0 LNNOI)Y ¥OS/V00 MITh OL T18¥NN T4V SHIWOLSM) 410 INODNI/NOLINAS 75|
ol - MAIREA0
o (30109 4300738 1NSGDNI) U ANOISIH NOLLOVSNYAL 3 TvI3a Innonoy HS1
I h]
- [oF T I | NATA/ONTANYS INTINO/HO0SAYd
1 tnosor [ ooy [ or [ swoam | sovnoy | o | owosssva [ swou [ s | ssvesoammon | svoosv gor
9 [ mm_ : : = . | ssenpme |
] @ @ -4 @ﬁé&uﬁv ﬁammO%_ @ Zx-® %am@_ﬂ
| dja} Sjool SeioATy Maip HpT m_m&
£

. v_oa__ha_m




10/36

6 9

a
~I0SST STHL Q3SMYD HOIHM ATHI40N ELRREL N
QITIAO3Y 10N J63M (SWAT) SINTHDYW TVILLAIA|  WOWI GTINGAHDS SyM MOTNIM dONO
WAYC 3HL AIALDY DNINVINIYW JHLONTMNG| 13N HL 'MOGNIM dOYC L3N JHLYALLY “ n '/
'MOONTM JONQL3N IHL OLGLYIY 38 01| %58 38 OLILVY SSDINS SSMVIAN| ZIWLVALYA | 1 3wLh3Lva YWY, )
(LATLNAQI SYM 3NSST IHE 40 35MYD.LOOY 3HLIIHL CAMOHS YOLINOW SNINNVE JHTINO
NBIIIOS3 T NOTLITESI0 35S TG VOIS | IDIIRIODNT
{4 L cmm.k 1144 IL /aww vNN\ NNN.\
140 1154003 (g9) [___TH0[ __T)3avd (W] (<] (»] (n] [ SJ3zIs39vd
- R _ AL Ja 14
L TVEVIS | [ | | IONYY 11¥0 S _ | NIONEY N o
faan ) s | | _ y_m_%_._zg_um_ 13K “e_og@_/ H S1J
91z i
BHE T | 002 IVEIGTIMONY
LI nosor [ waony [ ot [[ swoas ][ sovnod | meo | oavosksva [ snow | sow | ssvesocaimons [ swoosad
09 [ [=] _ ] sy
W] @R -B]@swons 3L pues | D (2] X - © pg B
| | d[ofy_sjooT seyoaly A3IX 4p3 o) |
FE asng abipajmoiiy




11/36

01 M

S )11\
[o]= Tl bt 00¢ W
[ nosor | wmeny | ot ] stioas || soviny | 1o ]| owosnsva | swow || savw | asvesocumons | svovaid
SYeln <]
B &R Bl pes | [F @.u@.ﬁ%
| dioH SO0, SIM0AE A9IA WP o1 |

e depy




12/36

1] 94

Ty - \\cmm

LEAgRLY -

FTATIIET

¥

¥

4@\ rm ¥ YIRNES w — _ ZHRs _ﬁ
¥
[ ews | . 2o | a
1| | Do |
i P
“ 151 _@

YIINIIVLVA ATIVIOVINL : WVHOVIQ 10

— ILYQ ‘TN “NI90T 18V \am
0% [=1_\avaE] oy e M ) I N[ B
- FEBEEM]” GDNVAGY (09I ] HDHVAS
[l T _ —008 Vi

HL_tnoson | waonv | Di ][ swoas [ sovinoy | mo [ cuvosksve [ smow | sew | ssveommion | Svoosavid

o9 [€] []

[l

W] B -3 @i 2L punss | CB (2] [x] - © ~pog @=

djeff sjoo[ sejoan] maix WPT |7 |

HEE

sdow




Zl 94

13/36

TAVEINTYW
5S¢ QNVSL

_ HoahEA

. E (CEWOISH.)
0v ﬁw

A1
R 740 1 39V4 WYH3VI0 MOT3 SNDINYE INDND Y

BIET T _ SNIYNYE INTING/MO™ ||

[ wnoson [ waewov ]| 1 ]| seeoam | sovine || o ]| awosssva | SHOH [ saw || 3sveoctom || siooaand

00p-"

on [€] _ _ ] s
B8R -B|@umuilwest D F X-© -rmd)|
R diSf Sjoa], SUOARY ASTA IPH S [
¥4l Supjueg SuIuQ




14/36

1600

g FIG. 13a

THE KNOWLEDGE MANAGEMENT APPLICATION 125 RECEIVES WEIGHTED VALUES FOR
HOW EACH OF THE PREDICTABILITY FACTORS AFFECTS EACH OF THE CATEGORIES
MANUALEY FROM A USER 104 THROUGH THE USER COMPUTER SYSTEMS 110 CR
AUTOMATICALLY THROUGH THE BANK COMPUTER SYSTEMS 140,

1602

l

THE KNOWLEDGE MANAGEMENT APPLICATION 125 RECEIVES WEIGHTED VALUES FOR
HOW EACH OF THE CATEGORIES AFFECTS EACH OF THE APPLICATIONS, SUB-CHANNELS,
OR CHANNELS, AND/OR HOW EACH OF THE APPLICATIONS AFFECTS EACH OF THE SUB-
CHANNELS, OR CHANNELS, ANB/OR HOW EACH OF THE SUB-CHANNELS AFFECTS EAGH
OF THE CHANNELS. THE WEIGHTED VALUES ARE RECEIVED MANUALLY FROM A USER
104 THROUGH THE USER COMPUTER SYSTEMS 110 OR AUTOMATICALLY THROUGH THE
BANK COMPUTER SYSTEMS 140.
1604

THE KNOWLEDGE MANAGEMENT APPLICATION 126 RECEIVES RELIABILITY DATA FOR THE
PREDICTABILITY FACTORS FOR EACH BANK APPLICATION 145 MANUALLY FROM A USER
104 THROUGH THE USER COMPUTER SYSTEMS 110 OR AUTOMATICALLY THROUGH THE
BANK COMPUTER SYSTEMS 140. _

1608

y

THE KNOWLEDGE MANAGEMENT APPLICATION 125 TRANSFERS THE RELIABILITY DATA

INTO A SCORE FOR EACH PREDICTABILITY FACTOR EITHER MANUALLY BY AUSER 104

THROUGH THE USER COMPUTER SYSTEMS 110 OR AUTOMATICALLY THROUGH THE BANK

COMPUTER SYSTEMS 140.
1608

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

1610
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1000

L FIG. 30

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

1802

l

WHEN A USER 104 SELECTS A TRAINING MODULE OR CERTIFICATION PROGRANM
THROUGH THE USER COMPUTER SYSTEM 110 THE KNOWLEDGE MANAGEMENT
APPLICATION 125 ALLOWS THE USER 104 ACCESS TO THAT MODULE OR CERTIFICATION
PROGRAM.

1904

:

AS THE USER 104 COMPLETES THE TRAINING MODULES OR CERTIFICATION PROGRAMS
AND THE ASSOCIATED TESTS, QUIZZES, ETC. THE KNOWLEDGE MANAGEMENT
APPLICATION 125 RECEIVES THE NOTIFICATION OF COMPLETION FROM THE USER
COMPUTER SYSTEMS 110 AND STORES THE PROGRESS 1N THE BANK DATABASES 130.
1806

I

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

1908

!

THE KNOWLEDGE MANAGEMENT APPLICATION 125 ALSO TRACKS AND STORES THE
RESULTS OF ANY TESTS, QUIZZES, TRAINING MODULES, CR CERTIFICATION PROGRAMS
IN A TRANSCRIPT SECTION IN THE BANK DATABASES.

1510




