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(57) ABSTRACT 
A global standard messaging system and process for alloW 
ing customers to access a full range of global ?nancial 
services using a variety of access points. The system 
includes a global communications netWork that integrates 
customer information and makes the information accessible 
from remote locations. The system includes a comprehen 
sive database assembled from diverse sources and systems 
and processes for retrieving the information from the central 
database in a meaningful and practical Way. The system 
includes several levels of access communications as Well as 
built-in ?exibility so that it can be accessed by a variety of 
remote systems of varying degrees of complexity and lan 
guages.system and process permit rapid communication 
among Worldwide users of the service as may be desired by 

(22) Filed: Dec. 18, 2000 industries relating to the transfer of ?nances. 
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GLOBAL FINANCIAL SERVICES INTEGRATION 
SYSTEM AND PROCESS 

NOTICE OF COPYRIGHTED MATERIAL IN 
DISCLOSURE 

[0001] Aportion of the disclosure of this patent document 
contains material that is subject to copyright protection. The 
copyright oWner has no objection to the facsimile reproduc 
tion by anyone of the patent document or the patent disclo 
sure, as it appears in the Patent and Trademark Of?ce patent 
?le or records, but otherWise reserves all copyright rights 
Whatsoever. 

FIELD OF THE INVENTION 

[0002] The present invention relates generally to ?nancial 
transaction systems, and in particular, to an integrator, i.e., 
a system and process that alloWs customers to access a full 
range of global ?nancial services using a variety of access 
points. More particularly, this invention relates to the archi 
tecture of a global standard messaging service that permits 
rapid communication among WorldWide users of the service 
as may be desired by industries relating to the transfer of 
?nances and demographic data. Furthermore, the invention 
relates to the architecture of a communications netWork as 
may be required by the banking industry in obtaining 
customer demographic information, processing this infor 
mation and relaying back changed customer demographics 
as is often required by ?nancial service providers. In addi 
tion, the present invention: assists in the creation of homo 
geneous service from heterogeneous components; facilitates 
easy ‘plug ’n play’ of neW products and services; presents 
interfaces to distribution points and service provider com 
ponents that Will be stable in the face of infrastructure 
changes; simpli?es complicated ?nancial transactions 
involving demographic data; provides very high levels of 
integrity and reliability for the end-to-end ful?llment of 
business requests; and enables applications to communicate 
the appropriate level of business language be it customer 
oriented, product oriented and the like. 

BACKGROUND OF THE INVENTION 

[0003] In recent years, ?nancial institutions have become 
increasingly diversi?ed. Banks, for eXample, noW offer a 
Wide variety of products and services not previously avail 
able. These neW products and services fall into tWo broad 
categories—neW technologies for interacting With the ?nan 
cial institution and neW ?nancial services or “products” 
offered by the ?nancial institution. 

[0004] From the customer’s point of vieW, there are certain 
access points (or, from the bank’s perspective, “distribution 
points”) through Which the customer may access the bank’s 
services. Historically, the principal access point Was a teller. 
But recently, there has been a proliferation of automated 
access points including the noW ubiquitous automatic teller 
machines and customer activated terminals (ATMs and 
CATs) and, more recently, screen phones, personal comput 
ers con?gured for banking, personal digital assistants, voice 
response systems, smart cards, teller Workstations and bank 
ing staff terminals. Technology in existence today alloWs 
bank customers to access their banks from any place at any 
time and offers tremendous ef?ciencies for the bank. HoW 
ever, to achieve these bene?ts, customers must be Willing to 
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use these automated alternatives to human tellers. One Way 
of encouraging use of automated systems is to make the 
systems as user friendly as possible. To this end, automated 
systems should be able to process business language 
requests such as “HoW much money do I have in the bank?” 

[0005] A business problem results from a business trans 
action request along the lines of “shoW me all the funds I 
have in the bank” or “move $100 from my checking account 
to my savings account” or some similar statement that shoWs 
up at the distribution or access point. From the bank’s point 
of vieW, these business language requests must be processed 
by discrete “service providers” that handle check WithdraWal 
authoriZation or mortgage loan processing or securities 
transactions, for eXample. These service providers are typi 
cally not capable of handling business language requests. 
The service providers tend to specialiZe. For eXample, a 
bank may have a mortgage processor, a securities processor 
and so on. Many banks outsource certain services, such as 
securities. As a result, none of these individual systems is 
aWare of or cares about the relationship, i.e., the fact that the 
customer has both the checking and the securities relation 
ship With the bank. Another eXample is the transfer of money 
from checking to savings. If checking and savings are 
handled by discrete service providers, one service provider 
Wants to knoW “debit $100” and another service provider 
Wants to knoW “credit $100.” The service providers don’t 
really care about the relationship or What the source or 
destination of funds is, the providers only care about one 
direction of the transaction. In short, there is a GAP betWeen 
the access or distribution points and the service providers. 
There is need for a system and process that bridges this GAP, 
i.e., something in the middle that has aWareness of hoW to 
balance the Whole thing together. 

[0006] In addition, different service providers and access 
points can’t speak With different protocols or languages. One 
understands screen formats and another one understands 
messages according to other protocols homegroWn or oth 
erWise. There is a need for a Way of normaliZing or ?attening 
them all out to common language so they can interact With 
each other. 

[0007] Financial institutions have also begun to offer a 
broader range of traditional banking accounts as Well as 
investment and ?nancial services. This ordinarily requires 
even more service providers. 

[0008] There have been previous efforts to integrate ?nan 
cial services. For example, US. Pat. No. 5,424,938, to 
Wagner et al., discloses an interface system for a plurality of 
payment netWorks providing each user With a display of data 
necessary and applicable to complete a desired transaction. 
The interface system is accessed from a remote computer 
terminal and is disclosed for use in monetary transactions. In 
addition to providing a display, the system also alloWs the 
remote access user to perform transactions Within the 
accessed account. The Wagner et al. preferred embodiment 
is summariZed in 10 of FIG. 1, Wherein payment netWorks 
including the Federal Reserve Bank FEDWIRE netWork 16 
and SWIFT netWork 20 are accessed by a bank housing a 
central computer 12. In addition, the central computer also 
provides access to the netWorks to customers having com 
puters 28 With communications capabilities. 

[0009] US. Pat. No. 5,126,936, to Champion et al., dis 
closes a computer interface to a plurality of banking users. 
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The interface comprises an information management system 
for a disclosed use in investment banking. The system, as 
summarized in FIG. 2, provides banks, brokers, and remote 
modem users With access accounts for deposits, investments 
and the like. Although disclosed primarily for investment 
purposes, the system is intended to be ‘goal oriented’ 
according to particular markets to be invested in. Therefore 
the system provides some market demographic information 
(as may be related to the investment) to the user. 

[0010] Us. Pat. No. 5,455,407, to Rosen, discloses an 
electronic banking system comprising electronic money and 
customer demographics to be exchanged electronically 
among banks and clearing houses. Customer accounts of any 
user bank can be accessed and manipulated according to 
information entered from a remote location. A summary of 
the preferred embodiment is provided in FIG. 1. The mon 
etary system can be accessed remotely and in person. 

[0011] Us. Pat. No. 5,025,373, to Keyser, Jr. et al. dis 
closes a remote banking terminal controlled by a host bank. 
Account information and ?nancial services, although con 
trolled by the host bank, are made available to the authoriZed 
customer. In addition, banks and related ?nancial institutions 
other than the host bank can be provided With the remote 
banking terminal for access to account information. 

[0012] Us. Pat. No. 5,231,569, to Myatt et al., discloses 
remote banking access to customers. The bank accounts are 
accessed by ‘credit card’ styled cards containing customer 
information on magnetic strips. The remote locations are 
then provided With customer demographic information 
including account funds and credit information. The remote 
locations are then provided With authoriZations to credit 
moneys that are then debited to the customer account. 

[0013] Us. Pat. No. 5,177,342, to Adams, discloses a 
transaction approval system. The system veri?es to remote 
users information as to customer demographics. This infor 
mation may include ?nancial and credit information. The 
customer demographics are available to the end user only in 
a read-only format and does not provide for direct customer 
account manipulation beyond authoriZation. 

[0014] Us. Pat. No. 5,496,991, to Delfer, III et al. dis 
closes a database management system Wherein pre-authori 
Zations of monetary transfers are obtained from clients to 
initiate monetary transfers into other accounts. Veri?cation 
of transfers are remitted to the sender. Although containing 
some customer demographics, the information shared With 
the user of the system is limited to the account and the 
potential for a monetary transfer. In addition, the manipu 
lation of accounts is limited to credits and debits. 

[0015] Us. Pat. No. 5,283,829, to Anderson, discloses a 
system for banking via the telephone. The system includes 
veri?cation of authoriZation of the client user and normal 
banking services. Although this system provides some cus 
tomer demographics to authoriZe clients, the demographics 
are limited to authoriZed users to ensure that the customer 
controls access to the information. 

[0016] The prior art references described above differ 
from the instant invention in, among other things, concen 
trating on the transfer of funds in payment netWorks rather 
than customer demographics as a product. As such the 
systems use different selection logic softWare/hardWare than 
required by the instant invention. 
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[0017] In addition, the present invention is also directed to 
a data model that re?ects the structure of a customer’s 
relationship to the bank. The traditional marketing approach 
of banks has been to try to enroll customers in neW accounts, 
typically checking or savings accounts. Then, When the bank 
offers additional ?nancial products or services, the bank tries 
to cross sell neW accounts to customers having eXisting 
accounts With the bank. Often, banks can offer special 
pricing based on a customers “relationship” With the bank. 
In this conteXt, “relationship” can refer to a customer’s oWn 
accounts With the bank or the accounts maintained by family 
members or close relatives. For eXample, it may be advan 
tageous to the bank to offer special pricing to the in-laWs of 
very Wealthy customers even if those in-laWs might not 
qualify for special pricing on their oWn. 

[0018] One barrier to traditional cross selling of neW 
accounts and relationship pricing is the inability to identify 
certain relationships that might eXist. In a large ?nancial 
institution, for eXample, separate systems are typically main 
tained for the various products. Thus, it is readily apparent 
that a customer that has a loW savings balance also has a 
large investment portfolio With the bank. In addition, the 
customer must repeatedly provide the bank With the same 
data. This is very inconvenient and inconvenience is a 
signi?cant obstacle in marketing of ?nancial services. 

[0019] Financial service is very much an inertia business. 
Once a customer opens an account, he or she is unlikely to 
change that account because of the effort involved. Most 
people don’t shop for ?nancial services. Instead, something 
in a customer’s life occurs to cause a customer to make a 

change or be open to a change. There are moments in life 
When inertia is overcome; either by moving, death, forma 
tion of a family, a customer gets so angry at something that 
the customer decides to make a change, or some other event 
occurs. Thus, at the moment a customer opens an account 
they are open to neW components, but it is difficult to open 
a customer up again. For this reason, cross selling ?nancial 
services is very dif?cult. Once a person has a set of accounts, 
then something’s got to happen in their life to cause them to 
open up another account. 

[0020] To overcome these obstacles, banks noW try to 
build a relationship With the customer rather than opening 
stand alone accounts for the customer. Studies have shoWn 
that as a customer’s relationship With a bank broadens, the 
customer’s balances increase. As a consequence, there is a 
need to truly understand the relationship of a customer to the 
bank. 

[0021] There have, of course, been attempts to provide 
linked account structures in the past. The Citicard account, 
introduced in 1976 and 1977, Was the ?rst account that 
alloWed four or ?ve accounts to be mechanically linked 
together. Asimple transactional account, short term savings, 
day-to-day savings, and 90-day savings, checking and 
checking plus line of credit Were all linked in the Citicard 
account. Over the neXt ten years, other banks copied this 
approach and began offering “linked accounts,” Which are 
essentially transactional banking accounts With some saving 
components and perhaps a line of credit—a very traditional 
banking product. 

[0022] Another signi?cant development Was the asset 
management accounts offered by certain brokerage ?rms. 
These accounts offered a plurality of securities components 
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in a single account. The brokerage ?rms Were not, however 
able to offer traditional banking services. One example is 
Merrill Lynch’s cash management account (CMA). Aspects 
of this account are described in US. Pat. No. 4,346,442 to 
Musmanno; US. Pat. No. 4,376,978 to Musmanno; US. 
Pat. No. 4,597,046 to Musmanno et al.; US. Pat. No. 
4,674,044 to Musmanno et al.; US. Pat. No. 4,774,663 to 
Musmanno et al. and US. Pat. No. 5,270,922 to Higgins. 
The account offered by Merrill Lynch Was limited to secu 
rities transactions and did not include full banking products. 

[0023] Similarly, When a customer opens a brokerage 
account, there is no need to open a separate account for 
trading equities or for trading ?xed income. 

[0024] The neXt development in the evolution of Cit 
ibank’s account Was the so-called asset netWork account that 
included a full range of brokerage services and, in addition, 
full banking services. This form of account originally knoWn 
as FOCUS has become knoWn as the CitiGold Account. This 
account, like brokerage accounts, Was intended for sophis 
ticated investors. The central feature of the account Was 
sWeeping funds into a money market account on a daily 
basis. Such an account is not, hoWever, suitable for a broad 
market account that includes unsophisticated investors. The 
CitiGold Was an elite account intended for sophisticated 
investors. 

[0025] The CitiGold Account system introduced the idea 
of integration and consistent preseuntations across the entire 
range of customer access points, including ATM machines, 
automated voice response systems, phone operators, staff 
screens, home banking on a computer, home banking on a 
screen phone, etc. In other Words, in every contact With the 
?nancial institution, the customer sees the same presentation 
of the account and the same capability to do the transactions. 

[0026] Another step in the evolution of the Citibank 
account Was the CitiOne account, introduced in the early 
1990’s. This account permitted linking of transaction 
accounts, certain traditional banking accounts and bank 
saving accounts so the customer could access all these 
accounts. In some regions the CitiOne account included 
securities or loan services such as line of credit services. 

[0027] With the CitiOne account, customer’s accounts 
could be linked together randomly so that the ?nancial 
institution’s different products and services could be linked 
together and appear on a customer’s statement. This Was 
done on an ad hoc basis depending on a customer’s desires. 
The basic features available in the United States Were 
checking, day-to-day savings, and insured money market 
accounts, certi?cates of deposit (CDs) and credit cards. 

[0028] The neXt step in the evolution Was the Citibank 
Money Management Account (CMMA), introduced around 
January 1993. The CMMA alloWs customers to link separate 
accounts and to perform a Wide variety of ?nancial trans 
actions including traditional banking activities, brokerage 
activities and loan activities. Again, individual customer 
accounts could be linked to form an ad hoc mixture of 
product features. The system categoriZed those features 
Within categories such as “your money in the bank,”“secu 
rities,”“borroWing and loan,”“credit cards” and the like. 
Among other things, the CMMA alloWs banking customers 
the convenience of “one-stop” shopping. Efforts Were also 
made to provide consistent presentation. For eXample, on the 
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screen phone and in personal computing banking, the top 
menu Was made to look like the same menu on an ATM 

machine. HoWever, after the initial screen, the systems 
diverged. 

[0029] NotWithstanding the opportunities offered by the 
CitiOne and CMMA accounts, there is still signi?cant room 
for improvement. Speci?cally, the present inventors recog 
niZe that While some of the infrastructure is in place, the 
understanding and concept of a single account that includes 
all of these features has not yet been achieved. The accounts 
Were still linked on an ad hoc basis and customers Were 

required to open up individual accounts. This required effort 
in educating customers about these accounts and in selling 
these accounts. 

[0030] As With technological advances in remote delivery 
products, these neW accounts offer the possibility of realiZ 
ing improved customer services and signi?cant operating 
ef?ciencies and reduced cost. Again, hoWever, the potential 
bene?ts to be obtained from using an integrated ?nancial 
system such as the Citibank Money Management Account 
have not yet been fully realiZed. 

[0031] As noted above, the present invention is also 
directed to a data model that re?ects the structure of a 
customer’s relationship to the bank. To anticipate a custom 
er’s needs and support targeted marketing, a service provider 
must knoW its customer. Knowing one’s customers is also 
important for improved customer service, another proven 
Way of getting and keeping neW customers. Since truly 
understanding a customer’s relationship With a bank 
becomes more dif?cult When the number of customers 
increases and the frequency of each customer’s contact With 
a particular employee decreases, the siZe of a large ?nancial 
institution’s customer base can present an obstacle to some 
marketing efforts. In the ?nancial community today, a large 
?nancial institution may have several million households 
and customers each With a unique set of accounts. The data 
available for these households, customers, and accounts is so 
massive, that it has heretofore not been fully used for 
marketing campaigns. 

[0032] In an effort to deal With a large customer database, 
businesses traditionally maintain customer records. In some 
cases these records are in the form of simple paper records, 
but recently electronic records have become common. Origi 
nally, separate data storage Was used for each electronic 
record keeping application. Thus, each department in a 
?nancial institution, for eXample, Would have a program that 
created and maintained records needed for its purpose. The 
problem With this approach is that information must be 
extensively duplicated. For eXample, a customer’s name and 
address might appear in separate ?les in several separate 
departments. 

[0033] There are other problems With application speci?c 
data storage. Since a customer’s information is entered in 
more than one ?le, any change in status must be entered into 
each ?le, often by different people. Over time the accuracy 
and uniformity of the data deteriorates. In addition, the use 
of application speci?c data storage requires more data entry 
and more storage space. 

[0034] The concept of a database, introduced more than 
tWenty years ago, has come a long Way toWard eliminating 
these problems. In a database, data is stored in a central 
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location so that there is no duplication of data. Database 
management programs are used to manage databases. 
Examples of currently available database management pro 
grams include DB2 (for larger databases) and dBase (for 
personal computers). 
[0035] Typically, a database management system (DBMS) 
is used to manage the creation, storage, access, updating, 
deletion, and use of a database. A typical DBMS creates 
databases and their structures; provides the means for the 
control and administration of the data in the database; 
provides the means for users and application programs to 
access, enter, modify, and manipulate the data in a database; 
provides a report generator; provides “ad hoc” query facili 
ties; provides reports to management on Who accessed the 
database and What activity Was performed; provides reports 
to operators on hardWare utiliZation, status of current users, 
and other monitoring data; and provides automatic backup 
and recovery routines for the data in databases. 

[0036] Multiple-user databases present several additional 
challenges. These include maintaining system performance 
as the number of users increases, controlling concurrent 
access of data, maintaining security, and administrating the 
database. 

[0037] Attempts to build and use customer databases have 
a variety of limitations. In a general sense, these limitations 
fall into tWo distinct categories: limitations in the sources 
and quality of data input into the database and limitations on 
one’s ability to search and retrieve data from the database. 
In some cases these limitations Work in opposition to one 
another. For example, as one improves the siZe and quality 
of a databases, searching and retrieving data from the 
database becomes more dif?cult. 

[0038] Full service ?nancial institutions typically offer 
consumers a Wide variety of ?nancial products, including 
traditional deposit, investment, loan, and mortgage 
accounts, as Well as a variety of ?nancial services, including 
credit cards, brokerage, direct access, business access, 
checks as cash, telephone bill payment, and safety check. In 
addition, ?nancial institutions noW typically offer access to 
?nancial services through a variety of means, including 
automatic teller machines (ATMs), customer activated ter 
minals (CATs), screen phones, personal computers con?g 
ured for banking, personal digital assistants, voice response 
systems, and smart cards, as Well as traditional human bank 
tellers. Information from these diverse sources provides an 
opportunity to obtain an unusually complete picture of a 
customer’s relationship With the ?nancial institution. Thus, 
the ability to store and retrieve this Wealth of data in a 
meaningful Way has enormous commercial potential. 
Despite this commercial potential, there remains a need for 
a system and method for assembling a comprehensive 
database from these diverse sources and retrieving informa 
tion from the central database in a meaningful and practical 
Way. 

[0039] There are several de?ciencies in currently available 
systems and methods for assembling customer ?nancial data 
and retrieving information for use in marketing and cus 
tomer service systems. To begin With, conventional systems 
do not alloW access to a customers’ entire relationship With 
the ?nancial institution or complete demographic informa 
tion about the customer (i.e., the customer’s “pro?le”). Basic 
information about existing customers is frequently not avail 
able or even recogniZed as being related to the customer. 
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[0040] Thus, there remains a need for an improved inte 
grated global communications netWork and data model that 
integrates customer information and makes the information 
accessible from remote locations. 

SUMMARY OF THE INVENTION 

[0041] One object of the present invention is to provide an 
integration facility that can take business level request at a 
fairly high level, from a variety of vehicles and decompose 
them to a smaller data level requests that are understandable 
by a variety of service providers. The integration facility 
bridges the GAP by decomposing business language 
requests into data level commands. 

[0042] Another object of the present invention is to pro 
vide a system and process that alloWs a bank to truly 
understand a customers’s relationship With the bank. Since 
this involves real banking transactions, accounts cannot be 
linked based on inference, but rather there must be some 
authoriZation before the accounts are tied together. 

[0043] Another object of the invention is to provide a data 
model that re?ects the structure of a customer’s relationship 
to the bank and the customer’s pro?t and services they had 
tied in With the bank to alloW the bank to tie together, for 
example: the fact that the customer and the customer’s 
spouse jointly oWn certain things; the customer’s spouse 
oWns certain things in their name; the customer’s children 
have certain things in trust With one or the other or both of 
the parents and the bank could tie the customer all together 
in various Ways to give the customer the advantage for 
pricing the customer’s account and give the customer advan 
tages for any information from their point of vieW. 

[0044] Another object of the present invention is to pro 
vide an integration facility that supports identical data bases 
located in different cites in real time so that transactions are 
posted physically in real time on tWo or more separate, 
geographically spaced apart, central databases. 

[0045] It is a further object of the present invention to 
provide a system and method for standardiZing and house 
holding information from internal and external sources into 
a centraliZed database of a ?nancial institution to alloW the 
institution to better understand each customer’s relationship 
With the institution. 

[0046] It is a further object of the present invention to 
provide a system for ef?ciently assembling and retrieving 
information from a centraliZed database containing a high 
volume of ?nancial and demographic data to alloW the 
institution to better understand each customer’s relationship 
With the institution. 

[0047] These and other objects are achieved by the present 
invention Which provides a global communications netWork 
that integrates customer information and makes the infor 
mation accessible from remote locations. The system 
includes a comprehensive database assembled from diverse 
sources and means for retrieving the information from the 
central database in a meaningful and practical Way. The 
system includes several levels of access communications as 
Well as built-in ?exibility so that it can be accessed by a 
variety of remote systems of varying degrees of complexity 
and languages. 

[0048] The system of the present invention enables devel 
opment of a closer relationship betWeen customers and the 
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bank by providing vast quantities of information to the 
consumer group and business group users. In more detail, 
the system of the present invention accesses both traditional 
customer demographic information, such as name, account 
number, and other identi?ers in addition to other demo 
graphic information such as legal oWnership, statement 
packaging, and liability and asset pricing. The demographic 
information is to be kept in repositories that support pending 
transactions as Well as coordination of account information. 

[0049] The ability to store “pending” transactions is par 
ticularly important. The “pending” ability enables a “corpo 
rate memory,” such that the prospective or current customer 
of the bank may initiate a conversation at one touch point 
(e.g., on the phone), and then resume the conversation at the 
point it Was interrupted, at any other touch point of the bank, 
at any point in time. 

[0050] In the global deployment, the system of the present 
invention Will be accessible to customers and bank employ 
ees through branch systems, ATMs (CATs), screen phones, 
Personal Computers or other devices While using only a 
single identi?er such as a card or PIN. The system of the 
present invention Will also make data available based on 
other customer’s information, such as account number(s), 
name, and social security number. The system of the present 
invention Will alloW customers to be provided With easy 
“one-touch” type ?nancial services While providing dispar 
ate businesses With an integrated customer services resource 
that provides greater demographic information about cus 
tomers Which, in turn, makes service delivery more ef?cient. 

[0051] Technically, the system of the present invention is 
an enterprise Wide operational customer information system 
built on a distributed UNIX platform using Oracle to man 
age the databases. The system includes standardiZed mes 
saging infrastructure for ef?cient processing of all transac 
tions betWeen different systems using high performance 
multi-tier parallel message routing. The system has the 
ability to manage both asynchronus and synchronous pro 
cessing. The system can take one message, split it into 
multiple messages and send all resulting messages at once. 
Responses are then processed on all available information 
Without necessarily Waiting for all data/messages to respond. 

[0052] The messaging service infrastructure includes a 
tWo tier routing structure. Primary routing occurs Within the 
delivery system interface to expedite simple transactions 
that can be sent directly to the core application or other 
servicing system. Message standardiZation coding is not 
usually required for these transactions. Complex transac 
tions are intended to be sent through the system, Whether or 
not they require a database lookup or not. The system 
Work?oW manager determines the appropriate system appli 
cations, depending on the message, and those applications 
create the necessary additional messages required for com 
munication With multiple core applications or servicing 
systems to complete the transaction request. Message 
responses are then processed by the appropriate system 
application and the aggregated response is returned to the 
delivery system via the interface. 

[0053] The core application and/or servicing system inter 
faces preferably “Wrap” legacy systems by providing spe 
cialiZed message management for each system. This Wrap 
ping functionality theoretically minimiZes any 
customiZation or enhancements to these older mainframe 
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systems. Signi?cant functionality can eventually be built 
into the system to effectively bypass individual legacy 
systems. Although, the system need only provide very 
limited additional functionality. The system infrastructure 
provides a platform Within Which multiple system manage 
ment objectives can be optimiZed. 

[0054] In accordance With another important aspect of the 
present invention, the integration facility preferably supports 
identical data bases located in different cites in real time. 
Thus, transactions are posted physically in real time on tWo 
or more separate, geographically spaced apart, central data 
bases. The central databases are alWays kept in lockstep so 
that even if one central database is destroyed the system can 
continue to operate Without interruption. A commercially 
available product such as Reliable Transaction Router 
(“RTR”) from Digital Equipment Corporation can be used 
for this purpose. Of course, other systems could be used. 
Oracle could be used as described hereinafter or some other 
dbms such as IBM’s DB2 could be used Without altering any 
of the features of the present invention. Alternatively, it is 
possible to port from UNIX to IBM’s MVS operating 
system on another set of hardWare. 

[0055] Preferably, the system is 100% customer available, 
no matter What happens so that the bank can turn off one 
central database for maintenance and because another site 
replicates the central database, things keep on going unaf 
fected. 

[0056] The system also provides means that alloW the 
distribution points and service providers to be con?gured to 
understand that there are multiple places Where they could 
get information. Preferably, this means is in the form of 
softWare for controlling existing computers used at the 
distribution points and service providers. Home based PCs 
used in the system, for example, have the capability of 
dialing to multiple telephone numbers that go different 
places. Cash machines are on a dual netWork and they select 
Whatever circuit happens to be available. In the case of teller 
stations or Work stations, the Workstation themselves go 
through a gateWay server in each branch. So actually it is the 
gateWay server that is capable of accessing the different 
databases. 

[0057] The system permits simultaneous processing of 
transactions and includes a store forWard mechanism so that 
if the data center is off line for maintenance, the system ques 
up the transactions and When the central database is back 
online, the system processes the transactions so that the 
central database catches back up very quickly. 

[0058] In addition, the system alloWs the customer to 
interact With a ?nancial institution that provides a variety of 
services through many different means including automatic 
teller machines, screen phones, voice phones, personal com 
puters, branch tellers etc. Without having to learn a neW 
system. The system alWays provides a consistent business 
level consumer interface. The system preferably alloWs the 
customer to perform all transactions around the clock and 
around the World. In this Way, a customer may choose 
Whether to visit a bank in person, call the phone, or use a 
computer, the services available are all the same Without 
altering the customer’s experience. Every access point is just 
another WindoW into the ?nancial services accounts. 

[0059] Because the system is fully integrated, it provides 
operating efficiencies and cost reduction. This, in turn per 
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mits the ?nancial institution to pass cost savings along to the 
customer Which, in turn, strengthens customer loyalty and 
promotes relationship building. In effect, the present inven 
tion promotes a cycle of increased efficiency and cost 
savings that bene?ts both the ?nancial institution and the 
customer and tends to bind the customer to the ?nancial 
institution more closely in a Way that bene?ts both the 
customer and the ?nancial institution. From the ?nancial 
institutions point of vieW, the system, by offering the cus 
tomer advantages, promotes customer loyalty and relation 
ship building. 

[0060] In the preferred embodiment, the central databases 
store, in tWo (or more) separate locations, information from 
various businesses and markets Within the ?nancial institu 
tion. The central database may include information concern 
ing existing customer ?nancial information, information 
from outside sources, and demographic information about 
existing and potential customers. In the preferred embodi 
ment, the central database is housed in a mainframe com 
puter and includes a large repository of ?nancial and demo 
graphic data. Information is fed into the database from a 
variety of sources, including business and credit card feeds 
from the ?nancial institution for each product and service 
offered by the institution, and feeds from outside vendors. 
The outside vendor feeds preferably include all publicly 
available demographic information, phone numbers, 
addresses, tax and property records, and so forth. 

[0061] The data from these sources is stored in a uniform 
format. For this purpose, a uniform storage or householding 
algorithm, a name and address standardiZation process, and 
a merge process may be used. In addition, the information is 
preferably maintained in the central database in a three-tier 
hierarchy so that it can be accessed selectively at household, 
customer, and account levels. A given household may have 
one or more customers, and each customer in a household 
may have a number of different accounts. 

[0062] Thus, the central database serves as a single central 
repository for storing all customer related information 
throughout the business. As described hereinafter, the cen 
tral database can be used for a Wide variety of customer 
service, ?nancial analysis and marketing purposes. Among 
other things, the system includes several integrated compo 
nents that are used to vieW customer information and 
manage customer contacts and relationships. Relationship 
management components support a comprehensive sales 
process. The system provides a relationship pro?le that 
alloWs appropriate staff members to vieW household and 
customer account and balance information both in detail and 
summary form. 

[0063] While a single central repository for storing all 
customer related information throughout a business offers 
signi?cant potential, the database is necessarily so large that 
certain problems arise. For example, the present inventors 
recogniZe that a database of this siZe cannot practically be 
directly searched. Thus, in accordance With another aspect 
of the present invention, the system of the present invention 
includes means for alloWing users to build programs for 
searching the central database. 

[0064] The relationship pro?le component of the customer 
information system of the present invention alloWs appro 
priate staff members to ?nd and vieW household, customer, 
and account level information. The relationship pro?le com 
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ponent shoWs current and historical ?nancial and behavioral 
information about the total relationship of the household or 
customer With the ?nancial institution. It contains informa 
tion on individual accounts oWned, hoW customers do their 
banking at the ?nancial institution, and Whether they are 
managed by a particular personal banker. The relationship 
pro?le component provides a sales preparation tool that 
displays all the information available about the customer, the 
customer’s relationships to other customers, and in-depth 
account information on all accounts oWned by the customer 
and/or the entire household. 

[0065] Information is available in the relationship pro?le 
component in detail as Well as in summary forms. In 
combination, the information in the relationship pro?le can 
be used to gauge the depth of each banking relationship in 
order to better prepare for sales and service conversations. 

[0066] The present invention comprises a netWork struc 
tured service architecture that rapidly relays information 
from one end user to another located anyWhere on the World 
Wide netWork. The end users are located at distribution 
points Which relay information to and receive information 
from the netWork. Information requests are relayed from a 
distribution point to a logical router Which determines 
Whether the request is simple or complex. 

[0067] Upon the determination of a simple request, the 
request is routed by the netWork to the appropriate service 
provider that can satisfy the distribution point’s request. 
Information relating to the satisfaction of the request is then 
routed back through the netWork to the originating distri 
bution point. 

[0068] Upon the determination of a complex request, the 
request is routed to messaging service agents, Which consult 
script and Work?oW data model rules, send one or more 
messages to logical services Which determine Which service 
provider is appropriate to receive the complex request. The 
complex request is then routed to the appropriate service 
provider Which performs the request. Information relating to 
the satisfaction of the request is then exchanged betWeen the 
distribution point and the service provider until the request 
is satis?ed. 

[0069] A system journal is maintained of all requests, 
simple and complex, the netWork routes betWeen distribu 
tion points and service providers for the purpose of satisfy 
ing audit, legal, regulatory, customer service requests, and 
the like. 

[0070] Finally, the netWork communicates With a replica 
tion data center. A data replication center includes an elec 
tronic storehouse for data necessary to perform the simple 
and complex requests. In addition, the center includes a 
duplicate storehouse to ensure that the netWork is alWays 
provided With the data stored in the storehouses, especially 
in the event of an electronic failure to a storehouse or the 
supporting and accessing electronics. 

[0071] Thus, the present invention provides a global com 
munications netWork for use by a ?nancial institution. The 
global communications netWork includes a plurality of local 
area netWorks; a plurality of distribution points for alloWing 
access to the global communications netWork; a plurality of 
service providers for providing information in response to 
data level commands; and an integration facility for decom 
posing high level business language requests into data level 


















