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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

h 4

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

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 500.

1508
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1600

i FIG. 13a

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

1602

h 4

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, ANDJOR HOW EACH OF THE SUB-CHANNELS AFFECTS EACH
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

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

h 4

THE KNOWLEDGE MANAGEMENT APPLICATION 125 TRANSFERS THE RELIABILITY DATA
INTO A SCORE FOR EACH PREDICTABILITY FACTOR EITHER MANUALLY BY A USER 104
THROUGH THE USER COMPUTER SYSTEMS 110 OR AUTOMATICALLY THROUGH THE BANK
COMPUTER SYSTEMS 140.

1608

Y
THE KNOWLEDGE MANAGEMENT APPLICATION 125 ROLLS UP THE SCORES FOR EACH
PREDICTABILITY FACTOR INTQ A CATEGORY SCORE, AN APPLICATION SCORE, A SUB-
CHANNEL SCORE, AND A CHANNEL SCORE BASED ON THE WEIGHTED VALUES OF THE
PREDICTABILITY FACTORS, CATAGORIES, APPLICATIONS, AND SUB-CHANNELS IN EACH
CHANNEL.
1610
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1000

L FIG. 30

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

1902

I

WHEN A USER 104 SELECTS A TRAINING MODULE OR CERTIFICATION PROGRAM
THRGUGH 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 IN THE BANK DATABASES 130,
1906

!

AS THE USER 104 COMPLETES THE TRAINING MODULES OR CERTIFICATION PROGRAMS
THE KNOWLEDGE MANAGEMENT APPLICATION 126 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, OR CERTIFICATION PROGRAMS
[N A TRANSCRIPT SECTION IN THE BANK DATABASES.

1910




