ITC Overview


Management Overview

Tracking All Problems, Issues and Their Resolutions is Critical to Successful Organizational and Client Management.

Industry Needs
I
nquiries presented to your organization as problems, issues, questions, and requests for special consideration are constantly being generated by your staff, your customers, and your prospects.  Many of these Inquiries are responded to immediately, others may require the involvement of additional personnel in your organization, other units within your company, or even outside vendors.  Furthermore, some of these Inquiries may require multiple people and multiple organizations to respond to the issue.

Inquiry closure has become increasingly complex as organizations have become larger, often geographically dispersed over multiple states or countries.  Additional complexity has been created because many financial organizations have bundled multiple services into a single product offering.

Until now, there has not been an integrated solution which would enable organizations to:

Major Features
· Log and track all Inquiries from inception to resolution across multiple products

· Automatically assign problems to the appropriate business unit, vendor, or employee

· Customize inquiry input form based on users knowledge

· Escalate problems based on configurable response times

· Service Level Agreements

· Integrate with company wide Employee, Asset and Account Master files

· Interface with E-mail, system schedulers, FAX, &  pagers

· Generate reports oriented towards managing client relationships, vendors, and business units

ITC represents a quantum leap in problem tracking, communications management, and resolution automation.  It is the only product currently available based on the concept of capturing all issues and communications at the source.  

By design, ITC is a background application resident on everyone’s desktop.  A mere click on one’s Windows toolbar enables any employee to route an Inquiry throughout the organization or log communication with a client or vendor.  ITC is better than E-mail because it keeps track of the resolution of each Inquiry and builds a knowledge base, which can be applied to other issues.  Inquiry Logs can be analyzed to identify trends and systemic problems.

Major Advantages
Major features of ITC, which deliver benefits to your organization, include:  

· Bulletin Board Notices - ITC provides a central bulletin board where formal communication can be directed to your employees.  Systems Availability, Generic Problems, and Notices can be posted on ITC and automatically expired.
· Inquiry Logging - Inquiries are logged immediately at the source from every desktop so there is no filling in forms, no FAX, no E-mail, no lost time, and no misinterpretation of the need or issue.  At the initiator’s desktop, one can always monitor the progress on resolving their Inquiries.  ITC also allows communications with vendors and clients to be logged for subsequent vendor, business unit, or client relationship management.

· Automatic Assignment - Decentralizing the capture of Inquiries requires that your inquiry tracking system have the intelligence to know your organization.  By product or by services, ITC routes inquiries to the best available staff for resolution.  And, with the interface to scheduling systems, ITC knows when employees are in meetings, on vacation, or otherwise unavailable and re-routes their Inquiries to backup personnel.

· Customized Inquiry logging – It can be important to provide different input forms to different end users.  Customers or external administrators need a simpler input form, one with fewer option and more powerful routing logic, than the back office personnel.

· Integration with company wide files – Automatically add additional information to an Inquiry based on company wide control files such as Asset or Account Master.  CUSIP and account numbers may be automatically verified and related information such as Account Manager or asset name or bond maturity dates can be included in the inquiry description.

· Powerful Search & Cross Reference Capability - The Search Engine in ITC allows any user to search by product, status, priority, customer, responsible party, or any combination of elements in the knowledge base ITC maintains.  Information can be marked as confidential and only users with appropriate levels of authorization can review that information.

· Notification - ITC integrates easily with other applications in your institution.  Notification is sent to E-mail systems, FAX and Pagers. 

· Escalation Management - When Inquiries are logged; ITC understands your institutional priorities and can automatically escalate them if the assigned person is not responding timely.  With the E-mail interface, when employees read their E-mail, it will update the status as accepted.  If they delete E-mail without the courtesy of reading it, it will be instantaneously escalated.  And of course, E-mail will always be sent to the originator of an inquiry when that inquiry is completed.

· Service Level Agreements - Service Level Agreement Performance (success rate to established standards) has become a management tool used frequently in relationship management meetings.  While the client/vendor relationship usually exists between two companies, it is becoming increasingly more common between groups with a single company.  Frequently, front office client relationship managers are negotiating service level standards with their back office, operational support groups.

· Flexible Architecture to Define Your Organization - ITC is parameter driven enabling each organization to install it to meet the unique needs of their business.  You control when things get escalated, to whom ITC assigns tasks or FAXes, and much more.  You can begin using it for one product or project or all products and services you provide and those provided to you.

· Integrates into Your Environment - While revolutionizing how you process Inquiries, ITC fits into your existing infrastructure.  With interfaces for E-mail, and Web pages you can leverage your traditional communication media while capturing additional information and expediting resolutions.

· Management Reporting  - ITC provides clear and concise reports to management on trends, statuses, priorities, products, vendors and groups.  Depending on how much information you add, you can even track performance of estimates and actual amounts for hours, dollars, and completion dates.  Some of the reports have “drill down” capabilities, which provide you with successive levels of detail by merely clicking on your mouse.  These reports augment the powerful search capabilities of ITC. 

· Client Management - With ITC, you can add comments on communications with clients, and report across all areas, discussions and problems associated with that client.  It facilitates client management and increases the perception that relationship managers are totally aware of all issues with that client.  ITC positions them to be successful and provides management with an internal scorecard.  

· Delivery System - Designed in the Microsoft Windows operating environment, ITC is compatible with the most frequently used desktop computers in financial services today.  It is a LAN based, client-server application. The graphical user interface is easy to use, and more importantly, intuitive to virtually every user.

Summary
In summary, ITC is more than a help desk system; it empowers employees and customers to take control of their issues.  It reengineers and automates the way you process exceptions and questions, and track routine communications.  It provides a knowledge base, which can be applied to other Inquiries, provides management information for control and problem solving, and expedites resolution of issues.  

Technical Overview

Technically, ITC is compatible with your systems strategy.  Client-Server applications, based on Microsoft applications, accessible to all users through LANs and WANs with desktop PC’s.

System Description

The diagram below describes the overall structure of ITC.  The foundation is a database management system, provided in evaluation copies and small installation in MS-Access and in larger installations with MS SQL Server.

Residing above the database management system and beneath the application code is database interface layer, which facilitates building the application on different database management packages.

ITC Technical Delivery
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Major modules in the ITC application include the following:

Inquiry Processor - The Inquiry Processor provides for the adding of new Inquiries and maintenance of them throughout their life cycle.  To minimize training, processing is done through two primary screens; the Inquiry Header screen where basic information is added and the “Grid” screen where additional “phases” (steps in the solution process) are added.  The “Grid” screen presents information in a spreadsheet format and provides for making assignments, changing statuses, adding projected and actual costs and time frames, and required follow-up dates.

Search Engine - The search engine enables users to access the wealth of information maintained in ITC by being able to select information based on product, product areas, employees, statuses, priorities, follow-up dates as well as custom information logged against specific areas.  It also provides the ability to search Inquiry Abstracts for keywords or partial words in combination with other search criteria.

It is this capability that enhances organizations to improve client management by being able to review all issues with a given customer across all products and services.

Crystal Reports - To facilitate reporting, ITC uses the industry wide accepted Crystal Reports report writer to produce on-line and printed reports.  An interface to Crystal Reports in ITC provides for the use of parameters, easy selection of products and dates when generating reports, and the ability for clients to customize and catalogue their own reports in ITC.

Security - Security within ITC is controlled at many levels including:

· System Access - Every user is required to have an individual operator record and private password.  Every update to the system is tagged with the operator who made the change.

· Security Group Access - There are a variety of security group’s accesses discussed in the overview.  Users can have no rights, all rights, read only rights, or update rights to these items.

· Access Scope - Some updates, such as to products and companies, are further controlled only if you are related to the hierarchy of owning a product area, a product, or a company.

Escalation Manager - The escalation manager operates in the background and performs several critical functions:

· Escalates and Assigns Inquiries - Escalates Inquiries where the assigned representative did not respond within the allotted time to accept a problem or issue.

· Communicates with in-house E-mail Systems - It will send messages to and receive them from your E-mail system.  Messages will be used to notify users of assignments, items that were escalated from them, and in a future release, with Internet mail will be the method to communicate with remote ITC systems.

· Schedule Reports - The Escalation Manager generates the Scheduled Reports, then uses it's notification process to deliver the resulting reports to the recipients in their preferred medium (Mail, Fax, Printer, Disk File...).
· Formats and Sends FAX - If an outside organization is to be notified by FAX, it will identify the format of the FAX and delivery it to your FAX server.

Reporting Capabilities

Reporting in ITC is easy with parameter driven reports.  New reports can be developed, catalogued, and used within ITC.  by using the industry standard report writer, Crystal Reports.

Basic Reporting
All ITC reports are created using Crystal Reports, the industry standard for PC based reporting systems.  The ITC interface to Crystal Reports provides for the designation of report parameters, which enables the user to select only one product, one user, or multiple products and users, or varying date ranges.  This provides the flexibility needed to customize the view of information to the individual user. 

There are roughly 60 standard reports in ITC.  The display below list a partial list of ITC reports:

Completed Inquiries

Escalated Inquiries

External Reconciliation

Inquiries by Product and Priority

Inquiries Requiring Follow Up

Inquiry Details

Monthly Inquiry Analysis

New Inquiries

Year to Date Inquiry Analysis

Performance Date Analysis

Security

Trend Analysis 

Service Level Agreement by Area Detail

Service Level Agreement by Area Summary

Workload by Department

Workload by User

ITC reports can be directed to printers, the screen, or to an extract file which can be created in a variety of formats to interface with other desktop applications.  Reports and their corresponding parameters can be executed without ever touching the keyboard.  User preferences stored in ITC default into report production to expedite generation.  The display below identifies the user interface to change the report parameters for a particular generation of a report.  Individual selections of a given parameter can be amended by merely pointing on the parameters to be added or deleted.  Different parameters may be selected by clicking on the folder representing that parameter.  


Custom Reports
Internally Developed Reports - ITC customers can elect to license the Crystal Reports Development Environment and customize their own reports.  These reports can be catalogued into ITC such that any authorized ITC user may generate them.  From a security perspective, ITC supports two levels of reports; administrative reports which may contain confidential information such as estimates and costs, which are used to manage projects and vendors, and reports which are used in the day-to-day operation. 

Crystal Reports are also used for developing notification formats to meet the specific needs of a formatted FAX or E-mail message to an external vendor.

Scheduled Reports
All ITC reports, including custom or internally developed reports may be scheduled to run as a background activity.  Scheduled reports have many uses, such as weekly or monthly status reports for a particular product or a daily exception report for a product manager.  Scheduled Reports may be delivered to one or many different recipients.  Scheduled Reports may be delivered in many different formats, though RTF and PDF formats are generally preferred.  Scheduled reports are run by the Escalation Manager.
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