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(57) ABSTRACT 

A provider relationship management system (“PRM sys 
tem”) is disclosed that enables an individual to manage infor 
mation about and electronically interact With organizations. 
The PRM system presents an individual With a list of organi 
zations that the individual may have a relationship With. The 
individual selects one or more organizations from the list to 
add the selected organizations to a personal provider direc 
tory. The individual uses the personal provider directory to 
manage information associated With each organization. The 
individual may seek to establish an interactive connection 
With one or more organizations in the personal provider direc 
tory. If a selected organization agrees to establish an interac 
tive connection With the individual, the organization is per 
mitted to communicate With and send electronic documents 
to the individual. Each document is associated With a docu 
ment type, and the document type is associated With certain 
actions that may be taken With respect to the corresponding 
document. 
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PROVIDER RELATIONSHIP MANAGEMENT 
SYSTEM THAT FACILITATES INTERACTION 

BETWEEN AN INDIVIDUAL AND 
ORGANIZATIONS 

CROSS-REFERENCE TO RELATED 

APPLICATION(S) 
[0001] This application claims the bene?t of US. Provi 
sional Application No. 61/155,121, ?led on Feb. 24, 2009, 
Which is incorporated herein by reference in its entirety. 

BACKGROUND 

[0002] Organizations have traditionally communicated 
With their customers by mailing documents through the postal 
service. Mailing documents has proved reliable and relatively 
convenient for organizations. A credit card company, for 
example, can send a bill through the mail and trust that it Will 
be delivered securely to its customer. The customer can, in 
turn, mail a check back to the credit card company to pay the 
bill. HoWever, advances in technology have rendered the 
postal service relatively expensive and inef?cient. NoW, many 
organizations electronically make important documents 
available to individuals via the Internet, instantly and at a 
fraction of the cost of traditional mail. Most organizations 
that make documents available electronically for individuals 
host the documents on a Website that the individual accesses. 
Some Websites alloW an individual to register With the Web 
site to receive personal information and documents from an 
organization. For example, a bank’s customer can vieW a 
statement or transfer money by logging into the bank’s Web 
site. 
[0003] Although it is convenient and inexpensive for an 
organization to electronically send documents to an indi 
vidual, existing electronic systems lack many of the advan 
tages that the postal service offers its customers. For example, 
using the postal service, an individual receives correspon 
dence from multiple organizations at one central address 
associated With the individual. HoWever, if multiple organi 
zations send documents to an individual through their Web 
sites, it becomes cumbersome for the individual to receive 
each document because each organization typically has a 
separate Website that the individual must access. Addition 
ally, While an email address acts as a central destination for 
multiple organizations to send documents to, an individual 
cannot securely transfer money over email in response to a 
document or manage an account With an organization from 
Within an email program. 

BRIEF DESCRIPTION OF THE DRAWINGS 

[0004] FIG. 1 is a diagram of a suitable environment in 
Which a provider relationship management system (“PRM 
system”) operates. 
[0005] FIG. 2 is a block diagram of the provider relation 
ship management system. 
[0006] FIG. 3 is a How diagram depicting steps performed 
by the provider relationship management system to tailor a 
list of organizations from Which an individual can select an 
organization to establish an interactive connection. 
[0007] FIG. 4 is a representative user interface that is gen 
erated by the provider relationship management system to 
display a tailored list of organizations. 
[0008] FIGS. SA-C are representative user interfaces that 
are generated by the provider relationship management sys 
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tem to add an organization to an individual’s personal pro 
vider directory and, in some cases, to establish an interactive 
connection betWeen the individual and the organization. 
[0009] FIGS. 6A-B are representative user interfaces that 
are generated by the provider relationship management sys 
tem to alloW an individual to utilize his or her personal pro 
vider directory and input secure account information. 
[0010] FIG. 7 is a representative user interface that is gen 
erated by the provider relationship management system to 
alloW an individual to utilize a personal provider directory 
listing to establish an interactive connection With an organi 
zation. 
[0011] FIG. 8 is How diagram depicting steps performed by 
the provider relationship management system to receive a 
document from an organization and alloW an individual to 
take an action With respect to the document. 
[0012] FIG. 9 is a representative user interface that is gen 
erated by the provider relationship management system 
depicting a document revieW list. 
[0013] FIG. 10 is a representative user interface that is 
generated by the provider relationship management system 
depicting a document details area for a pay-type document. 
[0014] FIG. 11 is a representative user interface that is 
generated by the provider relationship management system 
depicting a document details area for a revieW-type docu 
ment. 

[0015] FIG. 12 is a representative user interface that is 
generated by the provider relationship management system 
depicting a document details area for a respond-type docu 
ment. 

[0016] FIG. 13 is a representative user interface that is 
generated by the provider relationship management system 
depicting a package of documents. 

DETAILED DESCRIPTION 

[0017] A provider relationship management system 
(“PRM system”) is described that enables an individual to 
manage information about and electronically interact With 
one or more organizations With Which the individual has a 
relationship. An organization is a corporation, group, or other 
entity that is comprised of tWo or more people. For example, 
an organization may be a for-pro?t corporation, a non-pro?t 
corporation, a government agency, an educational institution, 
a community group, etc. The provider relationship manage 
ment system presents an individual With a list of organiza 
tions that the individual may have a prior, existing, or future 
relationship With. The individual selects one or more organi 
zations from the list to add the selected organizations to a 
personal provider directory that is associated With that indi 
vidual. The individual uses the personal provider directory to 
manage information associated With each organization (e. g., 
account numbers, contact information, transaction notes, 
etc.). Maintaining information about all organizations in a 
common location greatly simpli?es the task for an individual 
to manage his or her relationship With organizations. 
[0018] In some embodiments, the provider relationship 
management system modi?es the list of organizations pre 
sented to the individual by comparing data characterizing the 
individual With data characterizing the organizations in the 
list. The PRM system tailors the list by moving one or more 
organizations higher in the list if it determines that the indi 
vidual is likely to Want to add the organization to his or her 
personal provider directory. In some embodiments, the PRM 
system tailors the list based on geography, such as by moving 
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an organization up the list if a zip code associated With the 
organization is proximate to a zip code associated With the 
individual. In some embodiments, the PRM system tailors the 
list based on popularity, such as by promoting an organization 
that has been frequently added to personal provider directo 
ries of other individuals. In some embodiments, the PRM 
system tailors the list based on a type of organization, such as 
by moving an organization up the list if it is a banking insti 
tution and the individual has not yet established an interactive 
connection With a bank. In some embodiments, the PRM 
system tailors the list based on a demographic attributed to the 
individual, such as by moving an organization up the list if its 
target demographic is middle-aged men and the individual is 
a middle-aged man. In some embodiments, the PRM system 
tailors the list based on a list supplied by an organization, such 
as by moving an organization up the list if the organization 
has already identi?ed that it has a relationship With the indi 
vidual. 

[0019] If an organization that is added to an individual’s 
personal provider directory has agreed to participate in the 
provider relationship management system, the PRM system 
provides the individual With an option to establish an inter 
active connection With the organization. An interactive con 
nection alloWs the organization and the individual to elec 
tronically exchange information and perform certain 
transactions. Before an interactive connection is formed, 
hoWever, the organization must also agree to the establish 
ment of the connection. If a selected organization agrees to 
establish the interactive connection With the individual, the 
organization is permitted to communicate With and send elec 
tronic documents to the individual. Each document is associ 
ated With a document type, and the document type is associ 
ated With certain actions that may be taken With respect to the 
corresponding document. An individual can take any action 
With respect to a document that is permitted by the docu 
ment’s type. In some embodiments, once an interactive con 
nection is established betWeen an individual and an organi 
zation, the parties may communicate and otherWise interact in 
a number of other Ways, such as videoconferencing, chatting, 
emailing, or teleconferencing, or sending updates, docu 
ments, payment, or offers to one another. AlloWing an orga 
nization and an individual to interact electronically alloWs the 
organization to cease sending paper correspondence to the 
individual, thereby saving money While at the same time 
increasing reliability and satisfaction of the individual. 
[0020] In some embodiments, if an organization does not 
yet participate in the provider relationship management sys 
tem, the individual is still alloWed to store information in his 
or her personal provider directory about the organization. If a 
number of individuals store information about the same orga 
nization in their personal provider directories, the PRM sys 
tem may interpret such actions as interest for the organization 
to participate in the PRM system. The provider relationship 
management system may therefore invite the organization to 
join the PRM system. 
[0021] In some embodiments, the document types include a 
pay document, a revieW document, a respond document, and 
an offer document. A pay document, such as a bill, is a 
demand from an organization that an individual pay money to 
the organization or to another organization. A revieW docu 
ment, such as a receipt or tax statement, is a request from an 
organization that an individual revieW information. A respond 
document, such as a form, is a request from an organization 
that an individual send information to the organization. An 
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offer document, such as an advertisement for services, is an 
offer from an organization that an individual can accept or act 
upon. In some embodiments, an organization can send tWo or 
more documents to an individual as a package. In some 

embodiments, tWo or more organizations send a common 
package to an individual. In some embodiments, an indi 
vidual can set a rule related to an organization or to a docu 

ment type that the provider relationship management system 
must folloW, such as automatically paying a pay document 
When it is received by an individual. 

[0022] Various embodiments of the invention Will noW be 
described. The folloWing description provides speci?c details 
for a thorough understanding and an enabling description of 
these embodiments. One skilled in the art Will understand, 
hoWever, that the invention may be practiced Without many of 
these details. Additionally, some Well-knoWn structures or 
functions may not be shoWn or described in detail, so as to 
avoid unnecessarily obscuring the relevant description of the 
various embodiments. The terminology used in the descrip 
tion presented beloW is intended to be interpreted in its broad 
est reasonable manner, even though it is being used in con 
junction With a detailed description of certain speci?c 
embodiments of the invention. 

[0023] FIG. 1 depicts an environment in Which a provider 
relationship management system (“PRM system”) 10 oper 
ates. The provider relationship management system operates 
on one or more servers 20 or other computing devices that 

have a processor and a memory. The servers 20 are connected 
to one or more data storage areas 30. Data storage areas 30 
contain data pertaining to the PRM system, such as data 
related to individuals and organizations that participate in the 
PRM system and data establishing interactive connections 
betWeen individuals and organizations. Data storage areas 30 
also contain softWare routines necessary to implement the 
technology disclosed herein. The data may be tangibly stored 
in any computer storage medium, such as hard drives, optical 
drives, tape drives, ?ash memory, etc. 
[0024] The provider relationship management system 10 
generates a user interface that alloWs an individual to estab 
lish an interactive connection With one or more organizations. 
An organization is a corporation, group, or other entity that is 
comprised of tWo or more people. For example, organizations 
include for-pro?t corporations, non-pro?t organizations, lim 
ited liability companies, government agencies and of?ces 
(e.g., the Federal Student Aid o?ice of the United States 
Department of Education), community groups (e.g., athletic 
teams and neighborhood Watch programs), and less formal 
associations of people (e.g., book clubs and support groups). 
An individual’s relationship With an organization is a connec 
tion that the individual has With the organization. The nature 
of the relationship is determined by the organization, the 
individual, and/or other sources, such as statutes. For 
example, an individual’s relationship With a credit card com 
pany may be formally de?ned by a credit card agreement 
betWeen the credit card company and the individual, as Well 
as any applicable Federal or local statues. In contrast, an 
individual’s relationship With a sports club may be de?ned by 
the sports club members’ informal oral agreement to share 
costs and other responsibilities. 
[0025] An individual may access the provider relationship 
management system 10 via mobile devices (e.g., personal 
digital assistants (PDAs), smart phones, tablet computers, 
portable computers, etc.) 60 or computers (e.g., personal 
computers, laptop computers, netWork devices, etc.) 70 that 
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communicate With servers 20 through public or private net 
works 50, such as the Internet. The provider management 
system 10 also communicates through public or private net 
Works 50 With servers 80 and data areas 90 associated With 
organizations. 
[0026] Those skilled in the art Will appreciate that the pro 
vider relationship management system 10 may be imple 
mented on any computing system. Suitable computing sys 
tems include personal computers, server computers, 
multiprocessor systems, microprocessor-based systems, 
minicomputers, mainframe computers, distributed comput 
ing environments that include any of the foregoing, and the 
like. Such computing systems may include one or more pro 
cessors that execute softWare to perform the functions 
described herein. Processors include programmable general 
purpose or special-purpose microprocessors, programmable 
controllers, application speci?c integrated circuits (ASlCs), 
programmable logic devices (PLDs), or the like, or a combi 
nation of such devices. Software may be stored in memory, 
such as random access memory (RAM), read-only memory 
(ROM), ?ash memory, or the like, or a combination of such 
components. SoftWare may also be stored in one or more 
storage devices, such as magnetic or optical based disks, ?ash 
memory devices, or any other type of non-volatile storage 
medium for storing data. SoftWare may include one or more 
program modules Which include routines, programs, objects, 
components, data structures, and so on that perform particular 
tasks or implement particular abstract data types. The func 
tionality of the program modules may be combined or dis 
tributed across multiple computing systems or devices as 
desired in various embodiments. 

[0027] FIG. 2 is a block diagram of the various modules 
contained in the provider relationship management system 
10. The provider relationship management system 10 alloWs 
an individual to manage information associated With organi 
zations With Which they have a relationship, as Well as to 
establish interactive connections With organizations provided 
that both the individual and organization agree to the connec 
tion. If an interactive connection is established betWeen an 
individual and an organization, the organization may com 
municate With and send documents to the individual. Upon 
receiving a document, an individual may take action With 
regard to the document. Depending on an action taken by an 
individual, the provider relationship management system 10 
also communicates With external systems and/ or data areas 
associated With the organization. 
[0028] The provider relationship management system 10 
generates various user interfaces through Which an individual 
and an organization interact With the PRM system 10 and With 
each other. The provider relationship management system 10 
includes a user interface module 210, an organization inter 
face module 220, an organization account module 230, a 
document management module 240, an interaction manage 
ment module 245, a statistical analysis module 250, a user 
account module 260, and a data storage area 270, each of 
Which Will be described in turn herein. The user interface 
module 210 generates a user interface that alloWs an indi 
vidual to access the PRM system and manage communica 
tions and other interactions With one or more organizations. 
The user interface module receives commands from the indi 
vidual, and stores data input by the individual or outputs 
stored data to the individual. The user interface module 210 
reads data from and Writes data to the data storage area 270. 
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[0029] The organization interface module 220 alloWs orga 
nizations to send data to the provider relationship manage 
ment system 10, and receive or access data maintained by the 
PRM system. Organizations may access the PRM system, for 
example, via an application programming interface (API). 
The organization interface module 220 may also alloW the 
PRM system to access data that is related to an organization 
over a netWork, such as on a server that hosts an organiza 
tion’s Website. The organization interface module 220 also 
stores data in and accesses data from the data storage area 
270. 

[0030] The organization account module 230 manages data 
associated With an organization, such as data characterizing 
an organization or data characterizing an organization’s rela 
tionship With an individual. The organization account module 
receives data associated With an organization from the orga 
nization itself, from industry or third-party resources, or from 
individuals having a connection With the organization. In 
some embodiments, individuals are alloWed to add informa 
tion about organizations that are not currently associated With 
the PRM system. The organization account module 230 is 
con?gured to execute an individual’s keyWord search or 
broWse inquiry to ?nd one or more organizations that are 
responsive to the individual’s query. The organization 
account module 230 is also con?gured to modify a list of 
identi?ed organizations so that the list is tailored to the 
requesting individual. For example, an individual may 
request to vieW a list of banks that participate in the PRM 
system. The organization account module 230 provides the 
user interface module 210 With a list of participating banks 
that is responsive to the individual’s request, ranked accord 
ing to the anticipated preferences of the individual. 
[0031] The document management module 240 delivers 
documents from an organization to an individual that has 
established an interactive connection With that organization. 
A document is any electronic ?le or stream of data, including 
a .pdf ?le, a .jpg ?le, an .htm ?le, a .doc ?le, raW data, or the 
like. The document management module 240 receives docu 
ments from organizations via anAPl, or accesses and imports 
documents from systems and/ or data areas of an organization. 
When a document is received, the document management 
module 240 stores the document and any metadata associated 
With the document in the data storage area 270. The document 
management module 240 also maintains a mapping of accept 
able actions that are associated With each document. As 
explained in further detail beloW, each type of document has 
at least one action that is associated With that document type. 
An individual Who receives a document can take any of the 
actions associated With the document. For example, an insur 
ance company may deliver a bill to a policyholder through the 
PRM system. The document management module 240 may 
provide three actions for the user to take With the bill, namely 
to pay the bill, to ?le the bill, or to discard the bill. 

[0032] The interaction management module 245 manages 
and processes all interactions that occur betWeen an indi 
vidual and an organization. As Will be described herein, such 
interactions include any communications betWeen the indi 
vidual and organization, such as by videoconferencing, chat 
ting, emailing, teleconferencing, or exchange of documents 
and offers. The interaction management module may store a 
record of all communications betWeen an individual and an 
organization, and alloW the individual or organization to 
access the stored record of communications in the future. The 
interaction management module 245 may also be con?gured 




















