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Express Research

Already a costly, labor-intensive function within the enterprise,
responses to customer service requests have been further
complicated in a blended payments environment, where item
data is stored in multiple systems and requests are received
from multiple departmental applications. Financial institu-
tions must also meet the growing demands for faster, less
expensive, web-based services.

Improve Service, Reduce Costs

Express Research™ meets these challenges by providing
centralized, self-service management of exception and
customer service requests. By integrating image archive, data
repositories and all items data, it dramatically streamlines the
research process as it improves efficiency, reduces expenses
and enhances service.

Moreover, by locating images and documents anywhere
within or outside of the organization, Express Research helps
meet the research challenges created by Check 21 and image
exchange, and supports the transition from Day 2 exceptions
management to real-time customer request fulfillment.

A Common Enterprise Research Platform

Research requests come from customers, customer service
representatives and various departments within the enter-
prise. Express Research enables all of these requests to flow
automatically through the enterprise, from point of entry to
delivery, using system rules and maintainable, customizable

parameters.

The Express Research platform delivers rapid access to
transaction data and document images, regardless of where
they are stored.

Benefits

Provides enterprise-wide management of
exception and customer service requests

Enables self-service payment
information access across the enterprise
and for selected customers

Provides faster, more accurate access
to payments exception information

Meets a variety of the new exceptions
management needs created by
Check 21 and image exchange

Eliminates operational redundancy
through a common platform for
processing payment exceptions

Supports the movement to real-time exceptions
management and new fee-based services

Reduces fraud losses through
faster information retrieval and decisioning

EXPRESS RESEARCH IS A SELF-SERVICE, ENTERPRISE APPLI-
CATION THAT BREAKS AWAY FROM THE TRADITIONAL
RESEARCH PARADIGM TO IMPROVE CUSTOMER SERVICE,
ELIMINATE REDUNDANCIES AND REDUCE COSTS.
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And as a self-service, web-based tool, Express Research
extends this access from the back office to any employee
with intranet or Internet access.

For example, when an employee enters a request into
Express Research (minimal information is required), the
system automatically sends requests to the bank’s statement
system or check image archive. Once all of the elements are
retrieved, they are available for distribution via mail, email,
electronic mailbox, fax or printer.

With the ability to access multiple data repositories and
distribute in a single package, Express Research has the
potential to reduce a customer’s wait time to just minutes, as
compared to several days with traditional research methods.

Image Retrieval and Express Research

In today’s payments environment, check images may reside in
any number of different locations. A paying bank may need
to retrieve images from the collecting bank. They may reside
in a shared archive service, a transient image storage facility
on the way to an archive, or in an on-site archive. Express
Research allows the rapid retrieval of check images,
regardless of their location, to meet customer requests in a
timely manner. And because redundant processes are elimi-
nated, operations staff can quickly resolve issues without
waiting for a back office research department to respond.

A Multi-Site, Enterprise Solution

Express Research can be used to process customer service
requests for multiple entities at multiple processing centers,
and retains the flexibility to support a distributed processing
operations environment. This allows distribution,
outsourcing or consolidation of functions like information or
document retrieval, subpoena processing and distribution.

Outsourcing Support

Express Research has the flexibility to interact with third
party applications through interfaces to the various
outsource vendors and processes utilized by any entity
required to provide information in relation to a customer
service request.
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Express Research is the bank’s single control point for the
entry, aggregation, and fulfillment of payment related inquiries.

Features

* Self-service processing via web-browser

* Image-enabled request entry, tracking, billing data
and distribution via automated workflows

* Centralized data storage for multiple-element requests
* Multiple repository access

e Seamless statement retrieval via ASN\I4 Windows®
based system interface

* Interface with existing customer request applications,
including ASI\6 mainframe (3270) request entry

* Replacement of existing customer request applications
through use of the Express Research Customer Service
Request Portal

e Configurable profiles for users and work processes

* Sophisticated monitoring and tracking (improves
transaction billing and service level management )
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