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Overview

1.1 Introduction to Siebel Self-Service for Cards

Siebel Self-Service for Cards is the complete enterprise-class customer self-service and e-
billing solution of Siebel, providing the out-of-the-box application necessary for delivery
of sophisticated self-service applications for card issuers. The Foundation Application,
Siebel Card Manager, shows how cardholders can view their accounts and statements
online, make electronic payments using ACH or other payment accounts, request new
cards and profile changes, and perform self-service using the Internet. Siebel Self-
Service for Cards is available for deployment under a traditional enterprise license model
or as a Siebel managed solution in our Tier 1 data center.

This guide describes the components and architecture of Siebel Self-Service for Cards
and explains how it meets the complex requirements and return on investment (ROI)
goals of the world’s largest card issuers.

Siebel Customer Self-Service Solution

Customer Self-Service (CSS) gives customers direct control over the full range of
account-related tasks, from finding information to executing transactions, all independent
of the device used to engage with the provider. It empowers customers to perform
functions that might otherwise go through a call center, traditional retail outlet, or other
distribution channel. CSS combines electronic bill presentment and payment, service
request management, personalization and application integration technologies to create an
integrated, natural and preferred starting point for all customer service issues.

Contact centers provide the key to unlocking potential business benefits through self-
service. Analyzing contact center statistics shows that the vast majority - often 60-90
percent - of customer service issues relate to a cardholder’s account. For this reason,
Siebel’s product solutions provide direct access to detailed account information and
interface with complementary front- and back-office systems to provide access to a
variety of account-related services.

Siebel Self-Service for Cards is a packaged suite of applications specifically for the
issuers, to enable service providers to fully realize the benefits of this new online self-
service way of doing business. The number of card holders actively using online self-
service and e-billing is steadily increasing. Livermore Research estimates that 200M of
360M US cardholders will be active enrolled users of issuers online service applications.
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Siebel Self-Service for Cards includes a rich set of applications & functionality that give
providers a complete multi-channel customer-self service experience. This suite includes
product solutions for:

e e-Billing and Payment
e Account Service Requests

e Reporting and Cardholder Analytics

As a packaged solution, Siebel Self-Service for Cards is designed as a functionally
complete application with a rich set of out-of-the-box capabilities. The look and feel of
the application is fully configurable to the unique branding and customer flow of
individual issuers.

Siebel Self-Service for Cards includes:

Card Manager - Credit Card Applications Suite

Card e-Billing Card Service Card Analytics
Manager [CBM)]) Manager [CSM)] Manager [CAM]

Feature Areas Feature Areas Feature Areas

= Statement Presentment & = Account Maintenance = Cross-period Spending
Delivery = Senvice Requests Analysis

= Statement Archiving = Order Additionall Products = Advanced Charting

= Recent Activity = Secure Messaging = Report Librany

= Payment Management = Dispute Charges = Cardholder Defined

= Real-time Enrollment = Case Management Categorization

= User Rrofile Management = Affiliate Marketing

= Notifications and Alerts

= Rewards Management

Business Benefits of Siebel Self-Service for Cards

By offering cardholders a compelling online experience to manage their accounts, issuers
are able to maximize online adoption and usage of the low cost web service channel.

Issuers are able to achieve reduced customer service costs by:
o Deflecting and eliminating customer calls to live agents
e Decreasing paper, postage and lockbox payment processing costs

¢ Reducing fraud through increased account diligence and cardholder notifications

Improved customer satisfaction from the convenience of 24x7 access to account
information increases cardholder retention, generates revenue from better online cross-
sell capabilities and differentiates the service level provided to card portfolios.
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As a production proven platform, Siebel Self-Service for Cards reduces infrastructure
cost and provide the best cost of ownership for issuers. Siebel superior scalability reduces
the hardware footprint and IT resource needs of alternative approaches.

Additional Modules Available

Siebel offers additional products to complement the Siebel Self-Service for Cards:

CSR Manager - The browser-based customer service application that reduces call
management costs by providing critical account management access and capabilities to
customer service representatives.

Email Response Management - An intelligent application that enables automated
response and recommended response to email inquiries, improving agent productivity
and customer satisfaction with faster responses.

Marketing Manager - The personalization and campaign management solution that
enables organizations to increase revenue and decrease customer care costs by weaving
personalized marketing and customer service messages throughout the Customer Self-
Service experience based on actual account, profile or CDR data.

Syndication Manager - A cartridge-based content distribution system that gives
organizations the ability to publish customers. summary account information to portals
and aggregators. Syndication Manager provides customers with the convenience of All
Portals Addressable access to account information.

IVR Manager- Delivers self-service account management capabilities via a
fully integrated VR communication channel.

Print Manager - Complements self-service and e-billing by offering an integrated data
consolidation and print statement design solution for generating print statement output.

Intelligent Assistant (1A) - An advanced, Natural Language based search and self-
service application, 1A enables users to quickly find answers to both general content and
personal account queries using everyday, conversational language.

EasyPay - A self-contained quick payment solution that allows customers to execute
one-time/last minute payment transactions using the web, IVR or CSR without requiring
the customer to formally enroll for online self-service.

Siebel Self-Service for Cards Application Guide | 9
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1.2 Conceptual Overview

@
Browser CardManager URL .
CardManager
Card Web Server(s)
Me&ber Internal User URL

,nl_. Browser

Internal CardManager Ul
User
_ Real-Time
> Real-Time T .
Transactions ransac'Flon
Processing
Notifications
P Payments
- Batch
Billing Processor —
oS r
Files eports
Yy v Y
Billing
System
Connector CardManager o e
Database 'nl 'nl
Internal Card
User Member

Figure 1.1 — System Context Diagram

Siebel Self-Service for Cards System Components
The Siebel Self-Service for Cards system consists of three key components:

¢ Siebel Self-Service for Cards Ul — The user interface giving card members access to the
core functions of the Siebel Self-Service for Cards system

+ Billing System (ODS) Real-Time Interface — A real-time interface to the billing system for
handling requests from Siebel Self-Service for Cards for real-time information from ODS
using MQSeries messaging.

+ Billing Data File Batch File Delivery/Processing — An interface for delivery of daily
transaction data and monthly statement data processed by FDR.
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Siebel Self-Service for Cards Application Back-End
Components

Siebel Self-Service for Cards applications provide a number of separate back-end components,
which are configured to deliver the required functionality:

+ Reporting — Generates reports in response to online or scheduled requests for analytics data.

¢ Alert Notifications — Generate e-mail notifications. These are triggered by system events or
data-driven batch processing events.

Siebel Self-Service for Cards Application Guide | 11






Siebel Self-Service for Cards
Application Use Cases

2.1 Overview

The following set of use cases serves as the functional specification for the system. Each
use case specifies a set of activities that can be performed by an actor (e.g., card member)
to achieve a desired goal. It also describes the set of interactions between the actor and
the Siebel Self-Service for Cards foundation application (called Card Manager).

In order to fulfill its goal, a use case may also interact with external systems, which are
systems that are outside the boundary of the application, such as the billing system.

There may be many possible paths through a use case. The main path describes the
successful completion of the use case without encountering any exceptional conditions.
Alternate paths describe other related paths through the use case (for example, add, edit
and delete) that are considered not to be a part of the common flow of the use-case. These
are labeled using numbers in square brackets, e.g., [Al], Exception paths describe
exception conditions and how they are handled. (e.g., [E1]). Business Rules are listed
separately, where appropriate (e.g., [B1])

The use cases in this document describe the essential interaction between the actors and
the Card Manager application. The User Interface (UI) consists of a set of screens and
navigation elements with interfaces (APIs) to Siebel Self-Service for Cards platform
functions, which provide access to statement and payment information. The card member
presentation is driven by a set of HTML templates (Tiles). The navigation and control is
driven through a standard Java framework (Struts).

The use cases in this document form the basis for functional test cases, defining how the
screens, as well as the system as a whole, should function from a user perspective.
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2.2 Actors

Figure 2.1 —Actors

End User

Phone Rep (CSR)
Phone Rep (Collector)
Contributor

Case Owner

Info Security Rep
Administrator
Helpdesk Administrator
Manager

Executive Manager
Case Reviewer

Fraud Rep

Siebel Self-Service for Cards
Application

Administrator of Siebel Self-
Service for Cards system

The card member is the user of
the Siebel Self-Service for Cards
Application. Card Members
perform following actions such
as: enroll, login, view statement
and transactions, make
payments, request services,
NLS, Secure Messages.

Users will be assigned one role
and will be given the privileges
associated with this role

The system includes multiple
components handling different
functions such as enrollment,
login, payment, administration,
etc.

Operators configure and manage
the Siebel Self-Service for Cards
system but are not responsible
for managing CSR Users.
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Jump To Page
Login As Card Member
Reset Card Member Password

Reset After Enrollment or Login
Failure

Disable/Enable Access
View Card Member Profile
View Payment History
Mark Case Reviewed
View Reports

View Case

Accept, Return and Escalate
Case

Assign Case
Add/Change/Delete User
Reset CSR User Password
View Roles

Update Roles

View Card Member Profile Page
Disable/Enable Access

Jump To Page

Reset Card Member Password

Reset After Enrollment or Login
Failure

View Payment History

View Card Member Profile Page

View payment history

View Card Member Profile Page
Disable/Enable Access

Jump To Page

Reset Card Member Password

Reset After Enrollment or Login
Failure
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2.3 CSR User Roles & Privileges

A representative from Info
Security assigns a role to an
CSR User when the user is
created. Each role has a set of
privileges assigned to it.

The system will be configured
with an initial set of roles, but the
Info Security Rep may create
additional roles.

Users will also be assigned to
one or more categories
(departments), which are
independent of the role they
have been assigned.

Phone reps may only view card
member information and
payment history. They may not
view or work on cases (secure
messages)

Collectors are phone reps with
limited privileges. There are
about 2000 of these

Contributors are caseworkers.
They view and respond to secure
messages. In doing this they
may also perform any actions
that a phone rep can perform.

In addition, they may work on
cases for categories that they
have been assigned to. They
may reply to secure messages
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View Payment History

Accept, Return and Escalate
Case

View Card Member Profile Page
Disable/Enable Access

Jump To Page

Reset Card Member Password

Reset After Enrollment or Login
Failure

View Payment History

Accept, Return and Escalate
Case

Assign Case

View Roles and Privileges

Add/Change/Delete User
Reset CSR User Password
Update Roles

Add/Update/Archive Templates

View Roles
Reset CSR User Password

View Roles

View Roles

Login As User

View Case

Enable/Disable Access

View Reports

that they have taken off the
gueue, and may also return them
to the queue or escalate them to
an escalated queue.

Case Owners are managers who
manage a number of
Contributors in handling one or
more categories of cases. They
may work on cases, escalated
cases, or assign cases to
members of their team. They
may also view the roles and
privileges of Contributors in
categories of which they are a
designated owner.

Info Security Reps manage
security. They may add or delete
CSR Users, assign them roles
and categories, and reset
passwords

Administrator only manages
templates

Helpdesk Administrators may
view roles and privileges, but the
only action they can perform is to
reset CSR User passwords.

They will see only the Manage
CSR Users tab.

Managers may need to see
individuals profile to see what
privileges that they have but not
make any changes

Executive Managers need
access to all functions.

Case Reviewers may view any
cases, but take no actions
except to flag a case as having
been viewed.

Fraud Reps will view fraud
reports and may access the
application to disable a card
member.
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Figure 2.2 — CSR Users Roles and Privileges

2.4 General Ul

The following use cases detail common functionality that can be applied to more than one view in
the Siebel Self-Service for Cards application.

Note: The Ul needs to be handicap accessible.

2.4.1 Switch Language (200)

Switch Language

System redisplays page in selected language

Card Member toggles language on current display

1.
2.
3.

System updates the static content of the user interface
System updates the language indicator in card member’s profile

Use case ends

2.4.2 Display Error Message (210)

2.4.3 Cancel (220)

Display Error Message

System redisplays page with an error message

Card Member performs an action that cannot be completed

1
2
3.
4

System determines required error actions
System reads error message text from a configuration file
System updates information on page as necessary

System redisplays page with error message (displayed in Red) below
heading and above first field

Use case ends

Cancel

Card Member selects a Cancel action

Siebel Self-Service for Cards Application Guide | 17



Siebel Self-Service for Cards Application Use Cases

Main Path: 1. System returns card member to first page of current sequence of pages
2. System clears any data or selections made by the card member

3. Use case ends

2.4.4 Download Transactions (230)

/ Contact Us | FAQs | Sign Out | Ezpafiol

cardmanager

AT M Payments  Self Service * Help

¥iew Account Summary Yiew Statements ¥Yiew Recent Transactions Yiew Reporks Create Reports Search Transactions

Statement SIESEL

Gamer Mary Loug

B Make a Payment mnambiar@edocs.com
b Miew Statements XXX XXXX Xxxx 3838

i Last Login: 02/17 /2005 5:56 PM EST
b Micw Recent

Transactions

b Manage Profile

Statement Summary

b Ask Us 3 Question Payrment Information Account Surnmnary

b Sign Cut Hew Balance $1,995.08 Previous Balance $1,602,79
Minirmurn Payment Due $200.00 Purchases + $1,020.50
Armount Past Due $0.00 Cash Advances + $0,00

Payrient Due [

Total Credit k533,19
L I 1 [ ———— $15.00
Download Details
Cash Adwvan £0.00
Select your preferred download format firom the list below and then
S.EBEI—' Gash Advan click download to begin downloading your transaction data. ,995.08

Owerlimit A Quicken (. qif) IDownIoadI Cancel

nl.

* Cash Advalkd Meney [ qif)
Comma Delimited [csv)

View your list o Tab Delirmited [ tab) rnetchant/purchase description
to edit the category or the merno,

| Printable Wersion | | Cownload ” Dizclosure | Group By Category

Trans Date Date Posted Merchant/Transaction Description Mermo Category Arnount

Purchases, Cash Advances & Fees

06/03/04  06f03/04 OHT*1307911240 0204 S00-950-7732 Cormputer $253.00
MI Related
06/10/04  0&/10/04 TIAS TER MER' #5119 ARLIMGTON TH @ Mizc $30.00
=)
06/12/04 0&6/12/04 EC S/ WALGREEM'S BOSTON, MA L Financial $47.00
0e/14/04  0&/14/04 ERDGER #7741 SL3 MADISON IN Legal $32.00
Services

Figure 2.3 — Download

Name: Download Transaction Detail
Brief Description: | Card Member downloads the current view of transaction detail
Trigger: Card Member selects download button

Main Path: 1. System opens a pop-up window:
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a. Data Types
i. Quicken (.qif)
i. Money (.qif)
ii. Comma Delimited (.csv)
iv. Tab Delimited (.dat)
b. Actions: Download; Cancel

2. Card Member selects type of download from drop-down box and
selects Download

Card Member’s browser provides options for download

4. Card Member selects browser functions (Open, Save or Cancel ) to
complete download function

5. System closes pop-up window returning card member to the page that
download was selected from

6. Use case ends.

Uses standard browser download function.

Siebel Self-Service for Cards will download to Quicken and Money
applications in QIF format but the drop-down menu will display four options:
Quicken (.qif); Money (.qif); Comma Delimited (.csv); Tab Delimited
(.dat).

2.4.5 Page through data in a table (240)

Figure 2.4 — Paging Function

Page through data within a single view

Card Member pages through large amounts of data that could appear on a
single view

1. Card Member selects single forward arrow to see the next page of data
2. Card Member selects double forward arrow to see the last page of data

3. Card Member selects single backward arrow to see the previous page
of data

4. Card Member selects double backward arrow to see the first page of
data

5. Use case ends.
Page must display number of page and total number of pages, e.g., page 3
of 5

The number of lines displayed on each page is configurable and will be set
initially to 20.
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2.4.6 Sort data in a table (250)

Sort data in a table

Card Member sorts the data in a specific table

1. Card Member selects a sorting link (a column header that supports
sorting)

2. System sorts the data in the table by the selected column in ascending
order

3. Card Member selects the same sorting link

System sorts the data in the table by the selected column in
descending order

Card Member selects a different sorting link

System sorts the data in the table in by the newly selected column in
ascending order

7. Use case ends.

If there are enough line items displayed to cause paging to be enabled, the
sort will occur over all data, not just the data currently displayed on the
page.

All tables that display transactions will have ability to sort on column
headings except for Transactions page, which cannot be sorted because it
includes category sections and is therefore not sortable.

2.4.7 Display Brand (251)

Display Brand
System displays brand graphic on every card member page

1. System determines correct graphic based on Card Code
2. System displays brand graphic on the page
3. Use case ends

[B1] If the card type code is not found in the table provided by the
customer, the system should not display any graphic image.

Card Type Code mapping and corresponding graphics needs to be
provided by the credit card issuer.

2.4.8 Attempt Access with Session Timed Out (252)

Attempt Access with Session Timed Out

Card Member attempts to perform an action after the card member’s
session has expired.

1. System redirects user to an error page with a link to the Login Page
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and an error message asking the card member to login again
2. Use case ends

[B1] The session time is configurable and will be set initially to 15 minutes.

The card member’s session may expire while the card member is on any
page.

2.4.9 Display Verified By Visa Graphic (253)

Display Verified by Visa Graphic
For VISA applications the system will display the Verified By Visa graphic

1. System displays a graphic under the Quick Links which links to a
Verified By Visa site (see notes below)

2. Use case ends

Visa regulations require for any website the site has to have the availability
for a card member to sign up for their 'Verified by Visa' program. This
allows the card member and merchant to transact on-line with a unique
password. To support this, a logo needs to be added with links to URLs
behind it.

Protect your VIS A

card with a password

I/ERIFIED

The graphic is: b}' VISA

Card Type Code mapping to VISA accounts needs to be provided by the
credit card issuer.

Else do not display the Verified By Visa graphic

2.5 Enrollment Use Cases

The Enrollment use cases cover the business requirements for allowing card members to
enroll and use the system.

This section consists of the following use case:

e Enroll - Card member provides a username and password to access the system
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2.5.1 Enroll (100)
cadmanager - | Espafial

New User Registration

Complete two easy steps to register, Already registered? Sign in now. Pleaze
have your card in front of you to fill out the registration farm.

Full Name: | |

(exactly as it appears on your card)

Account Numbear: | | | | | | | |

Social Security Number: I:I l:l l:l
Security Code: I:l

Your security code is found on the back of your
credit card on the signature panel, Itis made up of
the last three digits appearing on the signature
panel.

SIEBEL.

@ 1997-2005 SIEBEL® , Inc All Rights Reserved.

Figure 2.5 — Card Member Enroliment
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mrdmanage'- ’.’ | Espafiol

New User Registration

Create Your CardManager il Tips

Creating Secure
Passwords

® Choose difficult to

Usermame: laurallaw gquess passwords.

[8-12 characters, must include at least one B Use s combination of
number and one letter) letters and numbears.
[Example: br3kes)
Password: ek ok ok ok ok ® Avoid using family
names, birthdates and
social security
numbers,

ZIP Code:
(First 5 digits)

(&-12 characters, must include at least ane
nurnber and one lettar)

Re-Enter Passwords

Secret Question
four secret question

Email Address: |Iaura|@edocs.com | helps keep your
S.EBEI—. accaunt secure, If you
Re-Enter Email Address: |Iaura|@edocs.col‘n | ever farget pour
password, you'll be able
Secret Question: I rmzg.enrall secretQuestion City ;I ::Oafé?ﬂna:_lna;oer by simply
answering your secrek

Siebel Bank CardManager User Agreement -

PLEASE READ THIS USER AGREEMENT CAREFULLY BEFORE USING THIS —
SITE

CardManager User Agreement

las uzed in this CardManager User Agrearnent ["Agreerment"], "vou" or
"wour" refers to each person uzing or accessing the CardManager web zite
("Site") provided by Siebel Bank ("Bank") and "we", "us", ar "aur" refers
[to the Bank and any affiliate, agent, independent contractor, designee,
or assignee the Bank may, at its sole discretion, involve in providing this
Site or the products and services offered on the Site,

WHEN YU USE OR ACCESS, OR PERMIT ANY OTHER PERSON(S) TO USE
OR ACCESS THE SITE, ¥OU ASREE TO THE TERMS AMD COMDITIONS OF
[THIS AGREEMENT, WE MAY AMEMD OR CHAMGE THIS AGREEMEMNT
(IMCLUDIMG APPLICABLE FEES AMD SERVICE CHARGES) FROM TIME TO
[TIME, IM ©UR SOLE DISCRETION, BY SENDING wOU WRITTEN NOTICE BY
ELECTROMIC MAIL OR BY REGULAR MAIL (SENT To YOUR ADDRESS AS IT
[APPEARS OMN WOUR ACCOUNT RECORDS) OR BY POSTING THE URDATED
MERMS oM THE SITE, PLEASE ACCESS AMD REVIEW THIS AGREEMENT

-

- By clicking on the check box and then clicking submit, I certify, I have
read and accept the CardManager User Agresment,

[submi]

@ 1997-2005 SIEREL® , Inc All Rights Reserved.

Figure 2.6 — Card Member Enrollment Continued

Siebel Self-Service for Cards Application Guide | 23



Siebel Self-Service for Cards Application Use Cases

cadmanager . SR

New User Registration

???en_US.msg.entoll pagedesc register2???

Registration Completa

Wou are now registered, Click the Access Your Account butkon below to
enter CardManager.

vou'll soon receive 3 welcorne ermail message with your uzernarme and
other impartant inforrmation about CardManager.

Access Your Account

SIEBEL. ® 1997-2005 SIEBEL® , Inc All Rights Reserved.

Figure 2.6.1 — Card Member Enrollment Success
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Cardmember System

Form elements:
Name

Account Number
"1 Social Security
Number
CVC/CWVY Humber

Display
._——_ Register Page

Step 1of 2

Start
Enroll rnent
Use Case

Display Error
Message

m /’7
Na

Irfor rmation
idation
Ok

Display Errar
Message

Form Elements:
Zip Code
Username
Eligible News P asanard
To Confirm P asanord
Enroll? Fasanord Hint
i Ananer

es

E-mail Address
Confirm e-mail address

Submit
ar

Di=splay
Reqister Page:

Cancel?
anse Step 2 of 2

Data is invalid if:
ZIF code does no
match ODS ZIP
Fields fail field
walidation

Cancel  Submit

o ) Submit
e a'?lce - Enrall ment bata
nretme Irfarrnation

Eligible
far
AFP?

Display APF
Fop-up

Display Accourt
Summary Page

Figure 2.7 — Card Member Enrollment Activity

End of
Enrollmernt
Use Case

Enroll
Card Member enrolls for the system.

1. Card Member clicks the Enrollment link
2. System displays page 1 Enroliment Page containing the following form
fields:
a. Name (as it appears on credit card)
b.  Account Number
c. Social Security Number
d. Signature Panel Code (CVV/CVC)
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10.
11.
12.
13.
14.
15.

16.

17.

18.
19.
20.

[A1]

1.

[E1]

[E2]

e. Actions: Next; Cancel
Card Member completes the form and clicks Next
System checks that Account number is not already enrolled [E1] [E9]

System invokes Read and Store Card Member Account and Status
Information use case [E2]

System invokes Validate CVV/CVC Number use case

System validates that enrollment information entered by card member
matches data returned from the billing system: Name, Soc Sec; CVV
and Account number [E3] [E4]

System validates that card member is eligible for enrollment [B2] [E5]

System displays enroliment page 2:
Billing Zip Code

Username

New Password

Confirm Password

Secret Question, e.g. Mother's maiden name
Answer

E-mail Address

Confirm e-mail address

Agree to terms checkbox

j-  Actions: Submit; Cancel

Te@ "o a0 oo

Card Member selects Agree to Terms checkbox

Card Member selects Register [E9]

System validates fields entered by card member [E6] [E7] [E8]
System creates a enrollment record in the database

System sends ODS request to update e-mail address

System sends ODS request to the billing system to flag the card
member as enrolled in billing system database

System sends an enrollment welcome e-mail to the e-mail address
on record

System displays enroliment page 3 New User Registration confirmation
page
a. Actions: Access Your Account

Card Member selects Access Your Account action

System redirects card member to Account Summary page [Al]

Use case ends

Card Member selects Cancel:

System redirects card member to the Login page

Account is already enrolled: [B1]
1. System displays message that the card member is unable to enroll

Card Member enters Account number that doesn’t exist at
billing system:
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1. System redisplays page with a generic message saying that one or
more fields are invalid

a. Card Member enters value in one or more of CVV, SSN that
doesn’t match value returned from the billing system or Name
is invalid AND one of the other fields is invalid:

2. System redisplays page with a generic message saying that one
or more fields are invalid

3. System increments failed count and stores fail reason

[E3] Card Member is not eligible to Enroll [B2]:

1. System displays new page same as Enroliment page but with no
fields and a specific error message page saying that the card
member may not enroll

[E4] Billing Zip Code does not match ZIP code returned by the billing
system:

1. System redisplays the page with a specific message saying that
the Billing Zip Code is invalid

2. System increments fail count and stores fail reason

[E5] Card Member enters invalid User Name, Password, Secret
Answers, E-mail Address, or does not check accept Terms and
Conditions box:

1. System redisplays the page with a specific message

[E6] Password and Confirm Password don’t match:

1. System clears field and displays message stating that the
passwords do not match

[E7] Card Member fails to enroll after 3 attempts: [B3]
1. System locks account number so that it cannot be enrolled

2. System logs the unsuccessful enrollment attempt with date/time,
values of account number, CVV, SSN, Billing Zip, lockout reason in
database

3. System displays a generic message and refers card member to
Customer Service

[E8] Card Member attempts to enroll and is Disabled

1. System displays new page same as Enroll page but with no fields
and a generic error message page saying that the card member
account is not available and the card member should call
Customer Service for more information

[B1] Check for account enroliment already in Siebel Self-Service for
Cards database. If present, do not allow re-enrollment.

[B2] If ODS External Status Code is A, B, L, U, Z, F, |, or if External
Status Code is C with current balance zero or negative, the system
displays new page same as Enroll page but with no fields and a
specific error message page saying that the card member may not
enroll.

[B3] If card member enters a valid Account number and fails 3 times to
enroll, the account will be locked out and the CSR User will have to
unlock the account before it can be enrolled. The system will store
the lockout reason and fields that didn't validate in database, display
a “generic message” to the card member.

[B4] CSR Users are enrolled as users of the system in the same way as
card members, but the system will not allow them to use card
member functions. Also, the CSR User may enroll separately with
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the same User Name in the card member application.

Mask password with asterisk

Auto-tab between field entries, e.g. after three digits are entered for first
segment SSN, the cursor will skip to the next field

All calls are validated using primary card member account number

System will display a picture of how to use the CVV on first enrollment page.
(See TicketMaster for example)

Expiration date corresponding to the CVV may have changed from what is
on the card, so system should call ODS to get CVV with current expiration
date, if it fails do it with reissued expiration date, if that fails do with manually
updated expiration date.

Any time Siebel Self-Service for Cards application presents a generic
authentication error message, it needs to capture the reason for failure in
database for management reports.

System forwards E-mail to the SMTP server using the e-mail address on
record and does not do any further validation of the e-mail address or
handle returned e-mails. All e-mail will have a return address that has the
bank’s domain name and will be handled by an e-mail server at the bank.
The bank will handle all bounced e-mails and reporting on returned e-mails.

Default Bank Name (nickname) will be set for first time users (e.g., My
Bank) so user doesn’t need to enter anything when logging in for the first
time.

When customer enrolls the system sends on ODS request to the billing
system to set card member to enrolled status (sets Misc 8_5 field in
CHDHLDR view to “R”)

Secret questions drop-down will have 11 choices:
1. What city were you born in?

What is your Father’'s middle name?

What is your Mother's middle name?

What was your first job?

What was your high school mascot?

What is my favorite food?

What is my favorite sports team?

Who was my childhood hero?

© © N o 0o A~ D

What is my favorite beverage?
10. What is my favorite hobby?
11. Who is my favorite author?

Once enrolled, a card member may not un-enroll or re-enroll, but may
Disable the online account by calling an CSR User

If the card member selects Cancel from either Step 1 or Step 2 of New User
Registration, the system will redirect them to the Login page.

1. The card member is required to check the "I Agree" box and then
submit. If they check Submit and do not check "I Agree" they receive
error message stating they must check this to enroll.
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Form Validation

appears on the Card

*Billing Zip Billing Zip Code Numeric. Has to be 5 digits.
ZIP code must match (first 5 digits of)
billing system ZIP code

* Name Name of card member as it Alphanumeric. Max. length = 26

Name should match billing system
name after stripping out spaces and
other special characters. Not case
sensitive.

*Card Account
Number

Account number of card being
enrolled.

Numeric. Max. length = 16

*SSN

SSN of card member

Numeric. Max. length =9

*E-mail address

E-mail address of card
member

Max. length = 50

Standard e-mail validation

response to first password hint
(secret question) selected
from a pull-down list

*CVCICVV # 3 digit # that appears on card | Numeric. Max. length = 3
*Username Created by card member 8-12 alphanumeric, minimum 1 letter,
1 number. Not case sensitive. Must
be unique in the system.
*Password Created by card member. 6-12 alphanumeric, minimum 1 letter,
Display is masked using 1 number. Not case sensitive.
asterisks ,
Can’t be same as User name or
answer to secret question
*Confirm Must be same as password
Password
*Answer card member enters text in Can'’t be same as password or User

name

* — Field is required

2.6 Login Use Cases

The login use cases cover the business requirements for allowing card members to
authenticate and access the system. These card member level use cases specify the
functionality required to satisfy these requirements in such a way that Siebel Self-Service
for Cards can be configured, queries defined, screens developed, and any custom code
developed to fulfill the use cases.

This section consists of the following use cases.

e Log In— Card member provides a username and password to access the system
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o Forget Password — Card member forgets password and is presented a password
reminder

e Reset Password — Card member resets an expired password

e Log Out - card member logs out

2.6.1 Log In (110)

Cardmanager
[_Espafial ]
Ho2 B |.1_
Username: | | :::-‘IL SL77 4LL
Password: | | WL rmw o Gop) e g

SIFRCL

Forgot your passward?
Mot registered yet?

Far optimal use, the site supports the following browsers: Internet Explarer 5.5 and up,

M Microzaft HETSCAPE
LU M
Metscape 7.1 and up, and AOL. Click on the links at the right to upgrade if necessary. Mot |

@ 1997-2005 SIEREL® , Inc All Rights Reszerved,

Figure 2.8 — Login
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Cardmanager

The Sign-In information enterad
does not match what we have on
file. Please re-enter your Sign-In
infarmatian,

Username: [fnaryloug |

Forgot wour password?

Password:

Not registered yet?

For optimal use, the site supports the following browsers: Internet Explorer 5.5 and up,
MNetscape 7.1 and up, and AOL. Click on the links at the right to upgrade if necessary.

Yz @l.‘l_

iy T
HENL SL77
3e54

WATP PR DI gosy T

£1E8EL

@ 1997-2005 SIEREL® , Inc All Rights Reserved,

Figure 2.3 — Login Error

Cardmember

o

Start First
Time
User Use
Caze

Action? Select Register Link,

samord Link

[T

Select Forgot Pa:

Lag In

Submit Login
Information

System

Display Login
Page

Display
Registration
Page

Form elements:
7] User Name
Pasaward

Display Error
Message

Obtain Information From FDR
Status Codes
Cardholder informati

Obtsi

First
Time
Migrated
User? Yes

Display First
Time User
Page

Figure 2.10 —Login Activity

Irformation

Ho
Eligible
tar Yes

n User

Lagin?

ete.
Obtain First Time User Flag
fram edocs database

s

Display Accourt
Summary Fage

End Login
Use Case
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Cardmember System

.x

Start - Display First
First Time User Page
Tirne

User
Use Case
/ P asamword Hint
o Anzwer
Selact Start aaeT
./ Display First -
Time User
/ oo
Action
F El ts:
N orm Elemen

et E-mail Address
.=+~ Confirm E-mail
;cel \ Display First % ----"" Address

Time User Step

2 Page
End of First Baw/
Time User o
UseCase . vion? Alerts Selection List
: Alerts Entry Fields
Hext .- Alet E-mail Addre
E Display First %*7~
Time User Step
3 Page
Back
Action?
Submit

Form Elements:

Store
Enroll rent
Irfar mation

I

Display Error
tessage

Display
Corifir mation:
Fage 3 of 3

Access Message
Account
Central Yes No /

Na

/

@ Login®

Display Accourt
Summary Page

End of End of
First First
Time Tirne
User User
Case Use Case

Figure 2.11 — Login First Time User

The Login User and Login First Time User activity diagrams shows the main activity

flow for the Log In use case. It does not show every alternate path and is not intended as a
detailed description of the use case.
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Log In
Card Member supplies a username and password to access the system.

1. Card Member selects a link to login to the system

2. System presents a form containing the following:
a. Username
b. Password
c. Actions: Forgot Password; Sign In; Register

3. Card Member completes the form and logs in [Al] [A2]

4. System authenticates card member and gets card member’s account
number

5. System invokes Read and Store Card Member Account and Status
Information use case [E1]

6. System checks that card member is allowed to log in [B1] [E2]
7. System forwards card member to Account Summary page [A4]

8. Use case ends

[Al1] Card Member enters incorrect username or password
1. System displays the Login Error page
2. Use case continues from step 3

[A2] Card Member was previously locked out and logs in with a
temporary password [B2]:
1. Invoke Reset Password use case

2. Use case continues from Step 2 of main path

[B1] If ODS External Status Code is A, B, L, U, Z, F, |, or if External
Status Code is C with current balance zero or negative, the system
displays new page same as Login page but with no fields and a
specific error message page saying that the card member may not
login

[B2] If card member password has been reset by an CSR User, the
system sends card member a temporary password by email and
system prompts the user to change the temporary password the next
time card member logs in.

[B3] APP eligibility: IF Language is Spanish
OR External Status is Z, B, L, U, E, F, | OR C with a current balance
of O or less
OR Internal Status is D, O, X
OR Portfolio (PORTFOLIO_FLG of CHDHLDR View) is 18, 19, 30,
31, 32, 33, 34, 35, 36, 37, 38, 39, 43, 44
OR Insurance Status Code (INSR_STTS_CD on
CREDIT_LIFE_INSURANCE view) is F, R, D
THEN card member is ineligible for APP

[E1] Card Member information could not be retrieved from the billing
system:

1. System redisplays page with a generic message saying system is
unavailable
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[E2] Card Member not eligible to log in [B1]

1. System displays new page same as Login page but with no fields
and a specific error message page saying that the card member
may not login

[E3] Card Member attempts to login and has an existing session

1. System displays new page same as Login page but with no fields
and a specific error message page saying that the card member
may not login

[E4] Card Member attempts to login and is locked out

1. System displays new page same as Login page but with no fields
and a specific error message page saying that the card member is
locked out and must call Customer Service

[E5] Card Member attempts to login and is Disabled

1. System displays new page same as Login page but with no fields
and a generic error message page saying that the card member
account is not available and the Card Member should call
Customer Service for more information

The system needs to store information from ODS calls in the card member
session for future use in navigation. System should store the following in
session:

1. For APP: from CHDHLDR view get External Status Codes, Internal
Status Codes, Portfolio Flag. From CREDIT_LIFE_INSURANCE
view, get Insurance Status Codes. The Insurance Status Code
should only be checked if the card member passes all the other
exclusion criteria.

2. For Direct Bill Pay: from CARDHOLDER_NAME get number of
plastics.

3. For Paper Suppression: Eligibility code (Misc_Field_10 Pos 6)
value E = eligible, Paper status code (value W=OFF)

4. For Account Summary: Profile fields from CHDHLDR view

CSR User needs to know which card members are active, so at any one
time, the card member should only be allowed one session.

The system will track the source of the login by obtaining a code from the
URL at login. This code will be used to track effectiveness of promotions on
a tracking report that identifies the pages visited by card members with
different tracking codes. (Defer to 5.2)

If an CSR User is impersonating the user and the user is a “first-time user,”
then the CSR User will be taken directly to Account Overview screen, by-
passing normal card member enroliment steps. The card member will then
need to enroll as first-time user when he/she first logs in.

Field Validation

*Username Look up in Siebel Self-Service | 8-12 alphanumeric. Not case
for Cards database sensitive. Must exist.

*Password Display is masked using 6-12 alphanumeric. Not case
asterisks sensitive. Must match value stored in

the Siebel Self-Service for Cards
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2.6.2 Forget Password (120)

cedmanager .

Forgot Password

Complete three easzy steps to set up 2 new password, To begin, pleaze
enter your inforrmation into the form below.

Yerify Your Identity

Usermame: ||aurallaw

Social Security Number:

@ 1997-2005 SIEREL® , Inc All Rights Reserved.

SIEBEL.

Figure 2.12 — Card Member Forgot Password — Step 1

| Ezpafiol

cadmanager

Forgot Password

Flease answer your secret question to sign-in to CardManager.

Answer Your 5ecret Question

Secret Question: What city were you born in?

Answer: |natick

@ 1997-2005 SIEBEL® , Inc. All Rights Reserved.

SIEBEL.

Figure 2.13 — Forgot Password - Step 2
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cadmanager .

Forgot Password

Create a New Password £ E Tips
Please choose a new password based on the following guidelines: Creating Secure
Passwords
& Usze only letters and numbers m Choose difficult to
® Auoid using special characters (2, @, §, etc.) quess passwords,
® Pazsword is not case sensitive ® Use a combination of
(Example: BREKES is the same as brikes) letters and numbers.

[Example: brakes)
® Avoid uzing family

Mew Password: |******** | names, birthdares and
[£-12 characters, mustinclude atleast one number sacial security
and one |etter) numbers,

Confirm New Passwvrord: |********| |

SIEBEL.

@ 1997-2005 SIEBEL® , Inc All Rights Reserved.

Figure 2.14 — Forgot Password - Step 3

cedmanager =

Forgot Password

Password Reset

“Wour password has been reset. Click an the Acces: Your Account butkon
below to view your account,

Access Your Account

@ 1997-2005 SIEREL® , Inc All Rights Rezserved.

SIEBEL.

Figure 2.15 — Forgot Password - Success

Name: Forget Password

Brief Description: | Card Member forgets password and systems presents a password
reminder.
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1. Card Member selects “Forgot Password?”

2. System displays Forgot Password Step 1 page containing
a. LoginID
b. Social Security Number
c. Actions: Next; Cancel

3. Card Member completes form and clicks Next

4. System validates SSN [E2]

System invokes Read and Store Card Member Account and Status
Information use case [E1]

6. Systems displays Forgot Password Step 2 page containing:
a. Secret Question
b. Actions: Next; Cancel

7. Card Member answer question and clicks Next.
8. System validates the answer to Secret Question [E2]

9. Systems displays Forgot Password Step 3 page containing:
a. New Password
b. Confirm New Password
c. Actions: Next; Cancel

10. Systems displays Forgot Password Step 4 confirmation page
containing:
a. Actions: Access Your Account

11. Card Member selects Access Your Account action

12. System forwards card member to Account Summary page

13. Use case ends

[E1] Card Member information could not be retrieved from the billing
system due to invalid Login ID:

1. System redisplays page and displays error message

[E2] Card Member enters invalid SSN:
1. System updates invalid login count and logs reason for failure
2. System displays Forgot Password Page 1 with a generic error
message
[E3] Card Member enters invalid answer to Secret Question:
1. System updates invalid login count and logs reason for failure

1. System displays Forgot Password Page 2 with a generic error
message

[Al] Card Member does not correctly answer the secret questions after
3 attempts.

1. Card Member is locked out of system.
System update count of login attempts for each incorrectly answered secret

guestion and logs the attempt. The attempts will be reported on the fraud
report.

Path [A1] is a requirement but has been deferred until Release 5.2.
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Form Validation

NAME DESCRIPTION VALIDATION

*Username Look up in database 8-12 alphanumeric. Not case
sensitive. Must exist.

*SSN SSN of card member Numeric. Max length =9

*Answer Card Member enters text in Matches previously stored value
response to first password hint
(secret question) selected
from a pull-down list (See
Enroll use case, Note 14)

* — Field is required

2.6.3 Reset Password (130)

Contact Us | FAQs | Sign Qut | Espariol
cadmanager .
Self service I

Manage My Account Manage Profile Set Account Alerts

Password

James Greg

b Make s Payment uyedla@edocs.com oy e T
b Miew Statements K Maax Xxxx FE07 i)
Last Login: 02/16,/2005 8:10 PM EST

b Micw Recent

Tranzactions
Change Your Password Tips

¥ [Manage Profile

Change Password

SIEBEL

b Ask Us a Questian Current Password: |nuu | Creating Secure
Passwords
b Sign Crut .
Please choose a new password based on the following guidelines: ® Choose difficult to
guess passwords,
® Use only letters and nurmbers B Usze acombination of
® Auoid using special characters (&, @, §, etc) letters and numbers,
® Password is not case sensitive (Example: brakes)
(Example: BRESKES is the sarme as brikes) ® Avoeid uzing family

names, birthdatesz and
social security
New Password: |.,,,..,",,, | numnbers,

S.EBEI— [6-12 Characters, 1 number and 1 letter required)

Re-Enter New Password:

@ 1997-2005 SIEREL® , Inc All Rights Reserved,

Figure 2.16 — Reset Password

Name: Reset Password

Brief Description: | Card Member resets password.
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Card Member logs in with a temporary password.

1. System displays Reset Password page containing the following fields:
Current Password

New Password

Confirm New Password

Actions: Submit; Cancel

oo oo

Card Member completes the form and submits
System validates Current and New Password [Al, A2]
System updates the password

System resets the login failure count

S T o

Use case ends

[A1l] Card Member enters incorrect password
1. System displays Reset Password Error page

[A2] New password is invalid or does not match confirm password:

1. System clears page and displays a specific error message that the
new password is invalid

Form Validation

*New Password

Created by card member. 6-12 alphanumeric, minimum 1 letter,
Display is masked using 1 number. Not case sensitive.
asterisks

New password must not match
username or answer to secret
question

*Confirm
Password

Must be same as password

* — Field is required
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2.6.4 Logout (140)
cadmanager .

Sign Out

Sign Out

You have signed out of CardManager, To riake sure no one can zign in
to your gocount, quit your browser,

Click the Sign In button below if you want to return to Card Manager.

@ 1597-2005 SIEREL® , Inc All Rights Reserved.

SIEBEL.

Figure 2.17 — Card Member Logout

Name: Logout

Brief Description: | Card Member logs out of system

Main Path: 1. Card Member selects the “Logout” link.
2. System invalidates session
3. System displays the Sign Out page
a. Action: SignIn
4. Use case ends

Business Rules:

Note: The system will also invalidate the session after a timeout period. The
session will be configured initially to timeout after 15 minutes.

2.7 Account Summary

The Account Summary use cases cover the business requirements that allow a card
member to view a snapshot of the current status of their account.

This section consists of the following use cases.

e View Account Summary — Card member views account status and pays off their
current charges
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e Account Summary Data — Describes the account data shown.

2.7.1 View Account Summary (300)

| FAgs | Sign Qut | Espafiol

fﬂrdmanager / Contact Us

BTSN Payments  Self Service ' Help

Yiew Account Summary Yiew Statements ¥iew Recent Transactons ¥iew Reports Create Reports Search Transactions

LB Account Summary
Gamer Mary Loug
b Make s Payment mnambiar@edocs.com
b View Statements HMmx Xxxx Xxxx 3338

] Last Login: 02/18,/2005 12:48 AM EST
B Miew Recent

Transactions
Account Information

b Manage Profile

Current Account Surmmary Payrment Information
# Ask s a Question Last Staternent by
Credit Limit: $2,000,00 Due Date: 07/24/2005 Category
B Sign Cut
Minirnum
Account Balance: (3 $2.511.44 Payrment: @ $z00,00
Owerlimit Arnount: $0,00 Past Due Armount: (3 $0.00
Fending Laszt Payrnent
Transactions: (3 $0.00 Arnount: (3 $578.75
Available Credit: @ $422.00  Last Payrment Date: 07/29/2004
15%
Awailable Cash: @ $488.00 7%
uOther
S:EBEI—- Please note: Your current Account Balance includes all purchases, cash Ei.‘!: o
advances, payments and adjustrnents since your last staterment, -Gg.lrlggu‘te'-rnﬁelated
wAito Related

Aslk Card Manager

Have a guestion? Ack it and we'll answer it for yaou.

| | |Answer|

For Last 4 Staterments

§1.,000
My Message Center 800

Message Mame Cate Entered Last Updated Status ggg
1000010  Merchandize ... i1/30/ 2004 ozfo0di/ 2005 Subrnithed 200
1000015 Mon Receipt of ... 11/30/2004  12/08/2004 subrnitted 0 Aor Moy i
1000014 Mon Receipt of ... 11/30/2004  12/08/2004 Submitted — T——
1000002 Mon Receipt of ... 1i1/30/2004 1z/08/2004 Subrnitted
1000004 asca 11/15/2004 12/08/2004 Subrnitted
1000002 Dispute Trans 11/1z2/2004 1z/08/2004 Subrnitted
1000001 Mon Receipt of ... 1i/11/2004 1z/08/ 2004 Submitted
1000047  Unautharized ... 0zf1&6/2005 Subrnitted
1000046 Meed a new card 0Z/16/2005 Subrnitted
1000045 Mon Receipt of ... 02/13/2003 Submitted

@ 1997-2005 edocs@ , Inc All Rights Reserved,

Figure 2.18 — Account Summary

Name: View Account Summary

Brief Description: | Card Member views a snapshot of current status and pays their current
charges
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4.

[B1]

Card Member successfully logs in to the system or selects Account
Summary

System checks if there are any important messages to display [B1]

Systems displays Account Summary page including: [B2] [A1]

a. Account Summary module

b. Account Important Messages module

C. Natural Language Search module (optional module shown for
reference only)

d. Secure Message module (Message Center)

e. The following graphs:
1. Category Breakdown of spending habits for past month
2. Credit Card usage over the previous 4 months

Actions: Manage Profile; Case Number; Pay Now; View
Statement; Answer (optional)

Use case ends

e

If internal status code is D, O, X, there are Intuitive messages
(important account messages). See Section 11.12, Intuitive Message
Logic. The system will display these above Account Summary. The
messages displayed are (in the order they should appear on the
page):

1. If Internal Status Code = X: “Your Account is currently past
due and over its assigned credit limit”:

2. If Internal Status Code = D: “Your Account is currently past
due”

3. If Internal Status Code = O: “You are currently over your
credit limit”

4. If Payment Due Date — Today’s Date < 10 AND Minimum

Payment Due >0 AND NOT (Internal Status Code = D OR X
OR 0O): Your payment is due in X days” (See table below,
Account Summary Data, of values obtained by calling ODS).

5. If new statement is loaded into Siebel Self-Service for Cards
database AND card member has not viewed it: “Your most
recent statement is now available”. Note: only one instance of
this message should be displayed even if card member has
not viewed previous month’s statements.

If there is no account history then the images are not displayed. If the chart
data is not available chart will be suppressed

For card members who are newly enrolled, there will be no Secure
Messages so this module will not appear

[B2]

(B3]

System will map the billing system MCC codes to the 16 customized
Merchant Category Group Codes defined by customer

If payment has been made during the billing cycle, the system will
display “No Payment Due” instead of Payment Due Date.
(determined by checking if STMT_MIN_PAY in CHDHDLR view is
zero)

The system will not display modules if there is no data.
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Account summary data is obtained from the billing system (See table
below). This is so that the data is as current as possible. Consequently, it is
possible that some values will not be the same as transaction data obtained
from nightly feeds.

E-mail address on this page should be populated from the card member’s
Profile. Updates will be provided to Siebel Self-Service for Cards in the
Change Data file if the e-mail address is changed at system of record.

The Intuitive Messages contain links that will link to the Make A Payment
page for payment due messages and to Statements page for Statement
Available message

If a payment has been made during the billing cycle the billing system sets

STMT_MIN_PAY in CHDHDLR view to zero

2.7.2 Account Summary Data

Payment Due Date CHDHDLR Payment Due Date STMT_PAY_DUE_DATE
Minimum Payment Due [CHDHDLR Minimum Payment Amount |[STMT_MIN_PAY
Past Due Amount CHDHDLR Delinquent Amount DELQ_AMT
Condition: Available Credit -
if Available Credit is
negative, display as a
Amount Over Credit positive to indicate the
Limit CHDHDLR overlimit amount ATV_AVAL_CRD
Last Payment Amount |[CHDHDLR Last Payment, Amount NM_AMT_LAST_PAY
Last Payment Credited
On CHDHDLR Last Payment, Date NM_DAT_LST_PAY
Total Credit Line CHDHDLR Credit Limit ATV_CRD_LMT
Current Account
Balance CHDHDLR Current Balance ATV_CUR_BAL
o Formula: Credit Limit minus
Recent Activity Current Balance minus ATV _CRD_LMT minus
(total authorizations Amount Over Available ATV_CUR_BAL minus
outstanding) CHDHDLR Credit ATV_AVAL_CRD
Total Credit Line CHDHDLR Credit Limit ATV_CRD_LMT

Figure 2.19 — Account Summary ODS Field Data
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2.8 Statement Use Cases

The statement use cases cover the business requirements that allow a card member to
view current and historical statements, the ability to download the statement detail and
produce a printer friendly page.

This section consists of the following use case:

o View Statement — Allow the card member to select and view a current or previous
statement
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2.8.1 View Statement (310)

Contact Us |
cadmanager o
My Account

View Account Summary [T ) View Recent Transactions

Statement SkEeEL

Garner Mary Loug
» Make 2 Payment mnambiar@edocs.com
¥ Vi 5838

Last Login: 02/03/ 2005 2:54 PM EST

ent
IYPRIN 7/01/04 ¥ |

FAQs | Sign Out | Espafol

View Reports  Create Reports  Search Transactions

Wiew Recent
Trensactions
Statement Summary Statemant

} Mznzge Brofile

¥ Ask Us a Question Paymant Informaf Account Summary
} Sian Out New Balanca $285.08 Previous Balance $757.79
Minimum Payment Due N/A Purchases + $130.05
Amount Past Due $0.00 Cash Advances + $0.00
Payment Due Date 07/24/2004 Credits - £0.00
Total Credit Line £6,400.00 Payments - £538.19
Total Available Credit $0.00 Other + $0.00
Cash Advance Credit Limit %$3,200.00 Finance Charge + $0.00
SIEBEL. Cash Advance Available Credit® £0.00 New Balance - $285.08
Overlimit Amount $0.00

* Cash Advance Credit Limit is 2 Portion of Your Total Credit Line

View your list of transactions. Click the linked merchant/purchase description
to edit the categery or the mamo

Transactions

[ erintablz version || Downlozd || Disclosure |

Irens Date Date Posted Merchant/Transaction Description Meme Category Amount

Purchases, Cash Advances & Fees

02/15/04 02/19/04  BU SHOE DEST 355 WALDORFE MD Auto Relatad $50.00

02/19/04 02/19/04  BIG O TIRES #57 LOS GATOS CA Auto Related $100.00

02/13/04 02/19/04  DOLPHIN PET VILLAGE CAMPEELL CA Clathing $20.00

02/15/04 02/19/04 TARGET 00013086 FRAMINGHAM MA Dining Out $100.00

02/19/04 02/19/04  GSM WIRELESS SAN JOES CA Health Care £20.00

02/15/04 02/15/04  IHE HOME DEDOT 3306 LAS VEGAS NV Home $21.00
Repair

02/18/04 02/19/04  2CO.COM*DIETOROGRAM 877-294- Household £10.00

0273 OH

02/18/04 02/19/04  KROGER £741 SLS MADISON IN Legal £32.00
Services

02/18/04 02/19/04 BIG 5 SPORTING 84 TORRANCE CA Leisure £63.00

02/19/04 02/19/04  TIAS TEX MEX' #6119 ARLINGTONTX &  Misc £30.00

02/18/04 02/19/04  EE INSTITUTE FOR CULTURL Travel $42.00

8006

02/19/04 02/19/04 5165651133 AUTOPAYLANG*I01 Payments -£100.00
02/19/04 02/19/04 CROSS SOUND FRRY SRVCS 860-443- Legal £50.00
7294 CT Services
02/19/04 02/19/04 ENDODONTIC SPECIALISTS SHEBOYGAN Health Care £56.00
02/19/04 02/19/04 EDS/WALGREEN'S BOSTON, MA D Financial £47.00
02/19/04 02/19/04 IXT*1207911240 0204 200-950-7732 Computer £258.00
MI Related
06/18/04 06/18/04 CHEVROMN 000932 MALIBU CA D Home £15.01

Repair
06/22/04 06/22/04 SEARS ROEBUCK 2338 REDDING CA D Utilities £100.49
07/01/04 07/01/04 LATE FEE £100.00
Total $1,020.50
Payments & Credits
06/02/04 06/02/04 PAYMENT - THANK YOU Payments -$338.19
06/13/04 06/13/04  PAYMENT - THANK YOU @ Legal -$200.00
Services
06/16/04 06/16/04  CAL STEAM-MARIN 4154532003 CA @ Utilities -$105.02
08/22/04 08/22/04 CHEVRON #000393357 MALIEU CA D Clothing $15.00
Total -$628.21
Total $392.29

Your Rewards To Date

Travel Extras

Prior Miles Balance o
Miles Redeemed This Month o
Current Miles Available for Redemption o
Redeemable Next Month o
Miles Earnad This Month for Purchases o
additional Miles Earned This Month o
Program To Dste Milas Ezrnad 2,779
Description Current Promotional Promotional Promotional Promotional Promotional
Balance Avg Daily Rate APR Bal Min Finance

Balance Pay Due Charge

PURCHASE PROMO $0.00 $0.00 0.68460% 24.99% $0.00 $0.00

Savings Account Summary

Finance Charges

Description Amount
STATEMENT SAVINGS ACCOUNT BALANCE $224.88
INTEREST PAID THIS CYCLE $0.56
Number of Days in Billing Cycle: 23

Description Avg Daily  Daily Periodic Hominal Finance Annuzl
Balance Rate APR. Charge APR.

rpt.column.Purchasas 50.00 0.08010% 29.24% $0.00 25.24%
rpt.column.Cash Advance 50.00 0.08215% 29.59% $0.00 29.89%

© 1997-2005 SIEBEL® |, Inc. all Rights Resemed
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Figure 2.20 — Statements
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Figure 2.21 — Statements Category Filter
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View Statement

Card Member views a current or previous month’s statement

1. Card Member selects view statement option on accounts summary

page:

2. Systems displays Statements page including: [B1] [B2] [B3]

e R

Statement Closing Date (Drop Down Box)

Statement Summary

Transactions

Payments

Purchases Finance Charges

Cash Finance Charges

Disclosures module

Actions: Submit; Download; Disclosures; Print Friendly; Category

Filter; Link (On Description)
Card Member selects action: [A1] — [A9] [E1]

4. Use case ends

[Al]Card Member selects Print Friendly

1.

System displays the page of the complete statement with no

HTML header or navigation

2.

card member selects print from the browser

[A2]Card Member selects Download

1.

System invokes Download use case

[A3]Card Member selects Disclosures

1.

System displays a new pop-up page containing the

Disclosures [B9]

[A4]Card Member selects a previous month’s statement

1.
2.
3.

Card Member selects a new month
System displays the Statements page for selected month
System updates Activity count of statements viewed

[A5]Card Member selects Category Filter:

1.

System re-displays the Statements page with following data

for each category:

a.
b.
c.

Category Heading
Transactions for category
Sub-total for category

[A6]Card Member selects link on description field of transaction:

1.

@ ~p o0 oo

System displays pop-up including:

Transaction Date

Post Date

Description

Reference Number

List of categories (drop down)

Memo

Actions: Close; Submit; Dispute (Link)
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2. Card Member selects category from category list and submits
[A7] [A8]

3. System changes the category of the item in the database

4. System redisplays the page with the changed category

[A7]Card Member selects column heading to sort transactions:

1. System displays page with rows sorted in default sort
sequence for this column

[A8]Card Member adds a memo to a Transaction:

1. Card Member enters text in the memo field

2 Card Member selects Submit

3. System saves the data and returns to Statements page
4 System displays transaction marked with a memo icon to

show that a memo has been stored for this item

[A9]Card Member selects dispute link to dispute a transaction:
1. System invokes Dispute Transaction use case

[E1] No statement is available:

1. System displays message stating that no statement is available

[B1] If transactional details section contains greater than 20 lines, then
paging will be invoked for this section of the statement.

[B2] If late charge (MSR_BILL_LATE_CHG) > 0 then provide the top line
of transactions with the late fee and amount.

[B3] Display APP, Fees and Finance Charges without the transaction and
post dates.

[B4] If transaction detail type = TC 981 then display the secured card
multran message detail

[B5] If transaction code = 12 (APP, ABP, or credit insurance product) the
transaction description will be truncated at byte 31 and not have a
transaction/posting date or reference number. Note, this also applies
to disputes.

[B6] Merchant Category Code will be translated to 16 customized
categories

[B7] If payment has been made during the billing cycle, the system will
display “No Payment Due” instead of Payment Due Date
(determined by checking if STMT_MIN_PAY in CHDHDLR view is
zero)

[B8] If payment or credit is negative display amount with a negative sign
in front, e.g., -$ddd.cc

Display the PDF file that contains in position 3 and 4 of its title the two-byte
alphabetic code that matches (non case-sensitive) the field MSR-CSF-
DSCL-ID (positions 4494-4495) of the MSR file (e.g., 01aa5994.pdf
corresponds to the code AA)

Print Friendly — Shows page as it is on the statement page including the
memo icon. Will show all transactions not paged

Backers button will say Disclosures. It will spawn a page and display
backers in PDF format. The code for determining which Disclosure to
display will be characters 2 and 3 in the filename for the disclosure.

Daily periodic rate: This needs to be dynamic based on code in MSR data
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that determines what type of rate the card member has.

Negative amounts on transactional detail lines will be displayed with a
negative sign in front of the amount (e.g., -$ddd.cc).

Category Filter will link to category view. Categories are obtained by
mapping merchant SIC codes to a list of 16 categories (See mapping table
for details). The category list will be:

a. Auto Related
Clothing
Computer Related
Dining out

Leisure

Financial
Groceries

Health Care
Home Repair
Household

Legal Services
Miscellaneous

m. Payments

n. Travel

o. Utilities

p. Work Related

Te@ "o ao0CT

For each category, the system displays a category heading followed by all
the details for that category.

Transactions detail could have multiple purchases with different rates for
promotion (FLAPS)

Purchases and/or cash advances may have different APR calculations
based on existence of a FLAP transaction (promotion). These will be done
at presentment layer, since data only contains amounts. Note that the
promotional offer section differs from the Finance Charge section.

Finance charge calculations will be presented at the bottom of the
Transaction Detail module. The order of presentation is: Transaction
module, Savings Acct, Rewards, Promotional then Finance Charge. These
are dynamic and will appear only if a card member has them.

If value of any fee is blank, then nothing should be displayed.
Statement Advertising Messages will appear at the bottom of this page.

Reference number must be restricted to range of 1 to 40 characters

2.9 Recent Activity

The recent activity use cases cover the business requirements that allow a card member to
view all the transactions that have cleared since their last monthly statement was

generated.

This section consists of the following use case:

e View Recent Activity— Allows the card member to select and view all of their recent

activity.
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2.9.1 View Recent Activity (320)

Contact Us | FAQs | Sign ©ut | Espaficl
Gardmanager -

" My Account Self Service " Help

¥iew Account Sunmmary ¥iew Statements ¥Yierr Recent Transactions ¥Yievr Reports Create Reports Search Transactions

Recent Transactions pe—

Gamer Mary Loug

b Make a Payment mnambiar@edocs.com
b View Statements WX NHNE Wxxx 3338

] Last Login: 02/18/2003 1Z2:48 AM EST
b Miew Recent

ransactions e Recent Transactions page includes all transactions that have posted to
T i The R t T ki includ Il cti that b ted
b Manage Profile vwour account since your most recent anline staterment.

Manage Fratile

b Ak Us a Guestion 3 =
Yiew Your Recent Transactions

B Sign St

Trans Drate Date Posted Merchant/Tranzaction Description Category Arnount
0770604 0F/0&/04 TICKET STAR 920-4053-1123 W] Groceries $57.79
0770604 0F/0&/04 BOMDES FOOD MART CLEVELAMD 'WI Auto Related $24.70
07/07 04 0F 0704 0003 SHOPKS 00100032 MAMITOW OC Wi Misc $E69.90
07/07 04 0F 0704 COPPE FOOD STR 1-81 MANITOWOC WI Groceries $57.02
07/0%/04  0F 0904 EXEOMMOBILZE 09635909 MAMITOMW O W Auto Related $22.12
S.EBEL. 07/0%/04  0F 0904 EMDODOMTIC SPECIALISTS SHEROYGAN Wl Health Care $100.00
07/13/04  0F/13/04 BOMDES FOOD MART CLEVELAMD Wl Auta Related $6.85
07/13/04 0713704 EXAOMMOBILZE 09632909 MANIT W O WL Auto Related $16.35
07/14/04 071404 MEMARDS 2141 MAMITOWAC MAMNITOW 00 Haorne Repair $67.81
Wi T
07/14/04 071404 COPPS FOOD STR 1-81 MANITOWOOC WI Groceries $58.76
07/14/04 071404 AMOCO OIL 02307638 MANITOW O Wl Auto Related $27.40
07/21/04 0721704 0003 SHOPKED 00100032 MAMITOW O C Wl Mizc $159.69
07/21/04 0721704 COPPS FOOD STR 1-81 MANITOWOC WI Groceries $71.18
07/21/04 0721704 ME, *MARY KAY M CENTRAL $00-272-2333 TH Househald $z236.63
07/2e/04  07/26/04 AMOCO OIL 0220782 MAMITOWOC W Auto Related $29.58
Q7f27/04 0727704 00032 SHOPKO 001000322 MAMITOW OC Wl Misc $78.09
07/29/04 0729704 PAYMENT - THANK wOU LANG* 08 Payrnents -$587.75

@ 1997-2005 SIEREL® , Inc All Rights Reserved.

Figure 2.22 — Recent Activity

Name: View Recent Activity

Brief Description: | Card Member views any transactions that have been posted since the last
monthly statement was produced

Main Path: 1. Card Member selects the Recent Activity tab

2. Systems displays Recent Activity page including:
Transaction Date

Post Date

Description

Category

20 op
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e. Amount

3. Use case ends.

[B1] Card Members will not be able to add a memo to a recent transaction

Negative amounts on transactional detail lines will be displayed with a
negative sign in front of the amount, e.g., -$ddd.cc.

The system will read the statement data daily batch file, repopulate
Statement, delete recent activity and read new recent activity file to populate
recent activity.

The transactions displayed will be based on content that is available in the
latest recent activity file processed by Siebel Self-Service for Cards, and will
not contain transactions received by billing system after the recent activity
file cut-off time.

Paging will not be provided on this page

2.10 Analytics

The analytic views allow the card member to view their card history in multiple ways.

This section consists of the following use cases.

View Report — Card member views standard reports or custom reports that the card
member has previously defined

Create a Custom Report — Card member creates and saves a report based on set of
report building criteria

Search Transactions — Card member creates a list of transactions based on a custom
search
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2.10.1 View Report (330)

Contact Us | FAQs | Sign Out | Espafic
mrtlmanager -
My Account

View Account Summary View Statements View Recent Transactions 1= r! Create Reports Search Transactions

Reports

Garner Mary Loug

¥ Make 3 Payment mnambiar@edocs.com
b View Statements 000K XXX Xxxx 5838

N Last Login: 02/03 /2005 2:20 PM EST
b View Recent
Transactions Track your spending with @ combination of custom and standard reports.
» Manage Profile Create a custom report to fit your specific needs or use one of the seven
~anzge Frofils pre-made standard reports to quickly and easily track your spending.

B Ask Us 3 Question

# Sign Out View Custom Reports Tips

Custom Report Name Actions Reports
manage your spending.

Clathing Spending
Use a combination of
View Standard Reports custom and standard

reports to learn about
Click on a link below to view a standard report. your spending habits.

Reports can help you

Total Spending By Statement Peried What were your most

S.EBEL Transaction History by Statement Period :hxep'lg::\;:rzzrs:z:f:sl;
How much are you
spending on
entertainment? Use the
standard reports to
review your purchasing
habits quickly and
easily.

Total Spending By Cateqon,

Top 10 Merchants

Top 10 Most Expensive Purchases

Account Balance By Statement Period

Need information not
provided by a standard
report? Use the Create
Custom Reports section
to create your own
report.

Minimum Payment Due By Statement Period

@ 1997-2005 SIEBEL® , Inc All Rights Reserved.

Figure 2.23 — List of Reports
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,—- Contact Us | FAQs | Sign Out | Espanol

cardmanager
My Account

View Account Summary View Statements View Recent Transactions View Reports Create Reports Search Transactions

Standard Reports SiEBEL

Garner Mary Loug

b Make a Payment mnambiar@edocs.com
b Yiew Statements HHHH WHHK ¥xxx 5838

Last Login: 02/03 /2005 2:20 PM EST
b Wiew Recent

Transactions View your spending by statement period for up to 13 statements. Choose
. the number of statements you want to view, then click the Create Report
b Mznage Profile button

b Ask Us a Question

b Sign Out To see details about your spending, click on the linked statement below.
ST S

Printable Wersion I

Total Spending By Statement Period
Create a report for the last 13 ¥ {s] | Create Report

1,000
$845.89 $920.50
$300
SIEBEL.
FE00
F400
$201.91
$2007 532 69 $150.06
30 T T T T T 1
\\QP p\\d‘ \\@ h.\@ @m@
o o ® & o
Statement Period Amount
February 01, 2004 - March 01, 2004 $848.89
March 03, 2004 - April 01, 2004 £52.65
April 02, 2004 - May 01, 2004 $201.91
May 03, 2004 - June 01, 2004 $150.06
June 02, 2004 - July 01, 2004 $920.50
Total $2,214.05

@ 1997-2005 SIEBEL® , Inc, All Rights Reserved.

Figure 2.24 — Total Spending by Statement Period
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cardmanager

f Contact Us | FAQs | Sign Out | Espafiol

MW, Payments | Self Service ' Help

View Account Summary

Quick Links

b Mzke 3 Pavment
P View Statements

P Wiew Recent
Transactions

¥ Mznage Profile
B Ask Us 3 Question
B Sign Out

SIEBEL.

View Statements View Recent Transactions =0 r! Create Reports Search Transactions

Standard Reports SIEBEL

Garner Mary Loug
mnambiar@edocs.com

30600 30000 300 53838

Last Login: 0203 /2005 3:43 PM EST

Printable Versian |

Total Spending By Statement - Details

0z/01/04 - 03/01/04

Trans Date Date Posted Merchant/Transaction Description Memeo Category Amount

02/05/04 02/05/04 CHEVRON #00093357 MALIBU CA D Auto Related 20.01

0z/10/04 02/09/04 WONS STOREDOO16733 CANOGA PARK Groceries 23.88
CAD

0z/12/04 02/12/04 CHEVRON #00093357 MALIBU CA D Auto Related $15.01

0z2/18/04 02/19/04 BIG O TIRES #5357 LOS GATOS CA Auto Related £100.00

0z/13/04 02/19/04 BEU SHOE DEPT 395 WALDORF MD Clothing =30.00

02/19/04 02/159/04 G5M WIRELESS SAN JOES CA Utilities $20.00

02/19/04 02/19/04 5165651133 AUTOPAYLANG*101 Payments -3100.00

0z/19/04 02/19/04 2CO.COM*DIETPROGRAM 877-294- Legal $10.00
0273 OH Services

02/19/04 02/159/04 THE HOME DEPOT 3306 LAS VEGAS NV Home $21.00

Repair

02/19/04 02/159/04 QXT*1307911240 0204 800-950-7732 Computer $258.00
MI Related

02/19/04 02/159/04 TIAS TEX MEX' #6119 ARLINGTON TX D Dining Cut $30.00

02/19/04 02/19/04 EDS/WALGREEN'S BOSTON, MA D Financial F47.00

0z2/19/04 02/19/04 KROGER #741 5L MADISOMN IN Groceries £32.00

Total $863.90

@ 1997-2005 SIERELE , Inc All Rights Reserved,

Figure 2.25 — Total Spending by Statement Period Details
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Contact Us | FAGQs | Sign Out | Espaficl
cadmanager .

T Payments  Self Service * Help

¥iew Account Sunmmary ¥iew Statements ¥ievr Recent Transactions Create Reports Search Transactions

Standard Re ports SIEBEL

b IMake 3 Payment
b WMiew Statements Printable Yersion I
b Miew Recent

Transsctions Transaction History by Statement Period

jul Profil
b Manage Profile 02/01/2004 - 03/01/2004 thru 06/02/2004 - 07/01/2004
b Ask Us a Guestion

Trans Date Date Posted Merchant/Transaction Description Memo Category Arnount
b Sian Cut
0z/05/04 0205704 CHEVROM #00093357 MALIBU CA D Auta Related $20.01
oz/10/04  0Z/09/04 WOMS STOREOODOLETIZ CANOGA PARK Groceries $23.88
CAD
oz/1z2/04 0212704 CHEVROM #00093357 MALIBU CA D Auta Related $15.01
0e/02/04 0802704 PAYMENT - THAMK Ol Payrnents -$338.19
0e/13/04 0641 = L=qgal -$z200,00
Services
S.EBEL. 0gf1e/04 06716704 CAL STEAM-MARIM 4154592009 CA @ Utilities -$105.02
0e/18/04  06/18/04 CHEVROM #00093357 MALIEU CA D Horme $15.01
Fepair
ogf2z2/04  06/22/04 CHEVROM #00093357 MALIEU CA D Clathing $15.00
0&/22/04 08722704 SEARS ROEBUCK 23228 REDDIMG CA D Utilities $100.49
Total $1,641.76

@ 1997-2005 SIEBEL® , Inc All Rights Reserved,

Figure 2.26 — Transaction History By Statement Period
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f Contact Us | FAQs | Sign ©ut | Esparfiol

cardmanager

U TEYOTT i Payments  Self Service  Help

¥iew Account Summary ¥iew Statements ¥iew Recent Transactions ¥iew Reports Create Reports Search Transactions

Standard Reports g

Garmer Mary Loug

b Make 3 Payment mnambiar@edocs.com
b Miew Statements XXEX XXXXK XXXX T83E

- Last Login: 02,/0%/2005 7:09 PM EST
B Miew Recent

Tranzactions Wiew your spending by expense categary for up to 13 staterments, Choose
¥ Manage Profile i‘:jhe nurnber of staternents vou want to view, then cick the Create Report
anage “rofle utton,
B Azk Uz 3 Guestion
b Sian Out Eglzz:e details about your spending, click on the linked category name
Printable Yearzion I
Create a report for the last I 1z vi staternent(s]
B Legal Services
S'EBEI— Hewseheld
B Home Repair
B Healih Care
W Groceries
B Financial Other
Dining Out Mise
Computer Related Litifties
B cuthing Travel
B futo Related B Leisure
Merchant Category Armount
Auto Related $375.12
Clothing $70.00
Cornputer Related $516.00
Work Related $50.00
Misc 244,03
Total $2,214.05

@ 1997-2005 SIEBEL® , Inc, All Rights Reserved,

Figure 2.27 — Total Spending by Category



cadmanager

¥iew Account Summary

Quick Links

b Make a Payment
b Wiew Statermnents

b Miew Recent
Transactions

b [Manage Profile
b Ak Us a Question
k Sign Cut

SIEBEL.

Siebel Self-Service for Cards Application Use Cases

/ Contact Uz | FAQ: | Sign ©ut | Espaficl

TR YT Payments | Self Service . Help

Yiew Statements ¥iew Recent Transactions ¥iew Reports Create Reporks Search Transactions

Standard Reports SEsEL

Gamer Mary Loug
mnambiar@edocs.com

XXX XXXX xxxx 3838

Last Login: 02 /03 /2005 7:09 PM EST

Printable Wersion I

Total Spending By Category

Total Spending by Category - Auto_Related 02/01,/2004 - 03/01/2004 thru 0&/02/2004 - OF/01/2004

Trans Date Date Posted Merchant/Transaction Description Mermo Category Armount
02/05/04 02705704 CHEVROMN #0009333537 MALIBU CAD Auto Related $z0.01
02/12/04 02719704 B SHOE DEPT 393 WALDORF MD Auto Related $=0.00
02/12/04 02719704 BIG O TIRES #3237 LOS GATOS CA Auto Related $100.00
02/12/04 02719704 BIG O TIRES #3237 LOS GATOS CA Auto Related $100.00
03/08/04 03708704 CHEVROMN #0009333537 MALIBU CAD Auto Related $z5.04
04/06/04  04/06/04 CHEVROMN #0009333537 MALIBU CAD Auto Related $15.01
04712704 04711704 CHEVROM #0009323257 MALIBU CAD Auto Related $16.04
04/24/04 0472404 AMCE ALLSTATEMOTORCLUR 200-347- Auto Related $42.01
2820 IL
05/22/04 0S5/22/04 CHEVROMN #0009333537 MALIBU CAD Auto Related $10.01
Total $378.12

© 1997-2005 SIEBELE , Inc All Rights Reservad.

Figure 2.28 — Total

Spending by Category Details
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Contact Us | FAGs | Sign Out | Espanal

’—"

MUTEEIIT U, Payments — Self Service ™ Help

cardmanager

¥iew Account Summary ¥iew Statements ¥iew Recent Transactions ¥iew Reports Create Reports Search Transactions

Quick Links

Standard Reports SEsEL

Garmer Mary Loug

b Make 3 Payment mnambiar@edocs.com G
B Miew Statements HAMN HMMEE XXEN FEIE

) Last Login: 02,/03/2005 7:00 PM EST
B Miew Recent

Tranzactions Wiew pour top 10 rmerchants for up to 13 staternents. Choose the nurmber of

» Manage Profile staternents you want to view, then click the Create Report butkon,
Manage Fronile

B Ask s a Question To see details about each merchant, dick on the linked merchant name
. below,
b Siqn Out

Printable Wersion |

Top 10 Merchants
Create a report for the |ast|13 vi staternent(s) | Create Report

Merchant Total Purchases
QUT#1307911240 0204 800-950-7F732 MI $516.00
SIEBEL. TARGET 00013086 FRAMINGHAM MA $200.00
BIG O TIRES #57 LOS GATOS CA $200.00
CHEVRON #00093357 MALIBU CA D $131.13
BIG 5 SPORTING #94 TORRANCE CA $126.00
EMDODONTIC SPECIALISTS SHERBOYVGAN WI $112.00
SEARS ROEBUCK 2338 REDDING CA D $110.50
INVESTORS BUSINESS DAILY 500-831-2535 CA $104.02
CROSS SOUND FRRY SRVCS B60-443-7394 CT $100.00
BU SHOE DERT 395 WALDORF MD $100.00
Total $1,600.65

@ 1997-2005 SIEBEL® , Inc All Rights Reserved.

Figure 2.29 — Top Ten Merchants



Siebel Self-Service for Cards Application Use Cases

Contact Us | FAQs | Sign ©uk | Espaficl
G-ll‘dmanager -

T Payments  Self Service ™ Help

¥iew Account Sunmmary ¥iew Statements ¥iewr Recent Transactions Create Reports Search Transactions

Standard Re ports SIEEEL

Gamer Mary Loug

b Make a Payment mnambiar@edocs.com
b View Statements WX NHNE Wxxx 3338

] Last Login: 02/03/2003 7:09 PM EST
b Miew Recent

Transactions . 5
Printable Yersion

b Manage Profile

Azk Uz 3 Question i
b Ask Us s Guestion Look Up Your Top 10 Merchants - Details

Sign Out
b Slan Lt Transactions for Merchant - QXT*1207311240 0204 200-950-7732 MI
02/01/2004 - 03/01/2004 thru 0&/02/2004 - 07/01/2004
Trans Date Date Posted Merchant/Transaction Description Memo Category Arnount
0z/19/04  0Z719/04 QRT*1307911240 0204 S00-950-7732 Cormputer $258.00
I Related
0z/19/04  0Z719/04 QRT*1307911240 0204 S00-950-7732 Cormputer $258.00
I Relatad
Total $516.00
SIEBEL.

@ 1997-2005 SIEBEL® , Inc All Rights Reserved,

Figure 2.30 — Top Ten Merchants Details
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Contact Us | FAGQs | Sign Out | Espafio
cadmanager

TR Payments  Self Service © Help

Search Transactions

¥iew Account Summary ¥iew Statements ¥iew Recent Transactions Create Reporks

Standard Reports SEeEL

Gamer Mary Loug

b Make a Payment mnambiar@edocs.com
b View Statements Xxxx Xxxx xxxx 2338

] Last Login: 02/03/2005 7:09 PM EST
b Miew Recent

Transactions Wiew your top 10 most expensive purchases for up to 132 staterments.
Choose the number of staternents vou want to view, then click the Create
¥ [Manage Profile
Report button.
b Ask Us 3 Guestion
b Sign Cut Printable Wersion I

See Your Top 10 Most Expensive Purchases
Create a report for the |ast|13 vI staternent(s) | Create Report

Trans Date Date Posted Merchant/Transaction Description Memo Category Armount
0z/19/04 0271904 QRT*1307911240 0204 S00-950-7732 Computer $z58.00
M1 Related
S.EBEL. 0z/19/04 0271904 %?T*130?91124D 0204 200-950-7732 Ez:—anfeu;er $z58.00

0s/z2z/04  05/22/04 CAL STEAM-MARIM 4154592009 CA Hormne $105.02
Fepair
o4/22/04 04722004 IMVESTORS BUSIMESS DAILY S00-831- Mizc $104.02
2525 CA
06/22/04 08722704 SEARS ROEBUCK 2338 REDDING CA D Utilitie s $100.49
0z/19/04 02719704 BIG O TIRES #57 LOS GATOS CA Auto Related $100.00
0z/19/04 02719704 TAFRGET 00013086 FRAMIMGHAM MA Mizc $100.00
0z/19/04 0271904 TARGET 00013086 FRAMIMGHAM MA Dining Out $100.00
Total $1,288.53

@ 1997-2005 SIERELE , Inc All Rights Reserved.

Figure 2.31 — Top Ten Most Expensive Purchases
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Contact Us | FAQs | Sign Qut | Esparficl
cadmanager .
TSI Payments  Self Service ~ Help
¥iew Account Summary ¥iew Statements ¥iew Recent Transactons ¥iew Reports Create Reports Search Transactions
Quick Links Standard Reports R
Gamer Mary Loug
b Make 5 Payment mnambiar@edocs.com
b Yiew Statements HEME MMEx Xxxx 3538
- Last Login: 02/18,/2005 12:55 AM EST
b \Miew Recent
Transzactions Wiew your account balance for up to 13 staternents, Choose the nurmber of
staternents you want to view, then click the Create Report butkon,
b Manage Profile
b Azk Us a Question To see details about vour account balances, click the linked staterment
b Sign Cut periods below,
Printable Wersion I
Account Balance By Statement Perod
Create a report for the last staternent(s] | Create Report
1,995,058
$2,000 7 il
SIEBEL.
$1,602.79
$1,500 3145273
$1 3681 .95 $1,350 82
$1,000
$500
F0 T T T T T 1
\\@ ,5}\\@ \\d‘ \\@ \5}\\@
o o ° & o
Staternent Period Balance
February 01, 2004 - March 01, 2004 $1,381.95
March 03, 2004 - April 01, 2004 $1,350.82
April 02, 2004 - May 01, 2004 $1,452.73
May 03, 2004 - June 01, 2004 $1,602.7%
June 02, 2004 - July 01, 2004 $1,995.08
© 1997-2005 SIEREL® , Inc All Rights Reserved.

Figure 2.32 — Account Balance By Statement Period
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Contact Us | FADs [ Sign Cut [ Espancl

cadmanager . ol
" My Account

¥iew Account Summary ¥iew Statements ¥iew Recent Transactions

¥iewr Reports Create Reports Search Transactions

Quick Links Standard Reports s
Gamer Mary Loug
b Make a Payment mnambiar@edocs.com
b View Staterents XXXH XXxX Xxxx T8FE

i Last Login: 02/18%/2003 12:55 AM EST
B Miew Recent

Transactions . 5
Printable Wersian

Statement Summary

b Manzage Profile
b Ask s a Guestion

b Sign Out 1
| 03/01/04 % | | Submit |
Payrment Information Account Surnrmary

Mew Balance $1,381.95 Previous Balance $512.05
Minirmur Payrment Due $15.00 Purchases + 545,59
Armount Past Due $0,00 Cash Advances + $0.00
FPayrment Due Date 0z/24/ 2004 Credits - $0.00
SIEBEL Total Credit Line $3,000,00 Payrnents - $0.00
Total Available Credit $1,612.05 Other + $15.01
Cash Advance Credit Limit $2,000.00 Finance Charge + $0.00
Cazh Advance Avsilable Credit® $1,612.05 HMew Balance = $1,381.95

Overlimit Amount $0.00

* CZash Advance Credit Limit is a Portion of wour Total Credit Line

Trans Date Date Posted Merchant/Transaction Description Merno Cateqgory Arnount

0z/05/04  0Z/05/04 CHEVROQMN #00092257 MALIBU CAD Auto Related $z0.01

oz/10/04  02/09/04 WOMS STOREOODLIETIS CAMOGA PARE Groceries $23.88
CAD

02/1z2/04 02/12/04 CHEWROM #00093357 MALIBU CA D Auto Related $15.01

0zf19/04  02/19/04 BIG & TIRES #3537 LOS GATOS CA Auto Related $100.00

0z/1%/04  0Z/19/04 Bl SHOE DEPT 29353 WALDORF MD Clothing $50.00

0z/1%/04  02/19/04 EMDODONTIC SPECIALISTS SHEROYGAN Health Care $56.00
Wi

0zf19/04  02/19/04 DOLPHIM PET WILLAGE CAMPRELL CA Houzehald $z0.00

0z/19/04  02/19/04 BIG 5 SPORTIMG #94 TORRAMCE CA Leisure $&£3.00

0z/1%/04  02/19/04 EF IMSTITUTE FOR CULTURL Travel $48.00
2006655364 MA

02/19/04 02/19/04 TARGET 00013086 FRAMIMGHAM MA Mizc $100.00

0zf19/04  02/19/04 CROSS SOUND FRRY SRVCS 220-4432- i ark $50.00
7394 CT Related

0z/1%/04  0Z/19/04 GEM WIRELESS SAMN J2ES CA Utilities $20.00

0z/1%/04  02/19/04 5165651133 AUTOPAYLAMGHIOL Payrments -$100.00

0zf19/04  02/19/04 2CO,COM*DIETPROGRAM S77-294- Legal $10.00
0273 oH Services

Figure 2.33 — Account Balance by Statement Period Details - Card Member Statement
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Cﬁrdmanager ,—- Contact Us | FAQs | Sign ©uk | Espaficl
AT Payments  Self Service © Help
¥iew Account Sunmmary ¥iew Statements ¥iewr Recent Transactions Create Reports Search Transactions
Quick Links Standard Reports S
Gamer Mary Loug
b Mske s Pavment mnambiar@edocs.com
b View Statements MMM MMNN wwwx 5E3E
i Last Login: 02/03,/2005 7:09 PM EST
b Miew Recent
Transactions Track your minimum payment due for up to 13 statements, Choose the
number of staterment periods you want to review, then click the Create
b Manage Profile
Report buttan,
b Ask Us 3 Question
b Sign Out To zee details about your minirnurn payments, cick on the linked staternent
=lan S petiods below.
Printable Yersion I
Minimum Payment Due By Statement Period
Create a report for the |ast|13 vI staternent(s] | Create Report
$15 $15.00 $15.00 $15.00 $15.00
SIEBEL.
10
55
$0.00
F0T T T T T T 1
5 o 5 i o
o o ° &° S
Staternent Period Min Payrment
February 01, 2004 - March 01, 2004 $15,00
March 03, 2004 - April 01, 2004 $15.00
April 02, 2004 - May 01, 2004 $15.00
May 02, 2004 - June 01, 2004 $15,00
Jure 02, 2004 - July 01, 2004 $0.00
@ 1997-2005 SIEBEL® , Inc All Rights Reserved,

Figure 2.34 — Minimum Payment Due By Statement Period

Name: List of Reports
Brief Description: | Card Member views a list of custom and standard reports.

Main Path: Card Member selects the Reports tab

System returns List of Reports including: [B1]
List of user defined custom reports, if any.
List of standard reports:
i.  Total Spending By Statement Period
ii. Transaction History by Statement Period
iii. Total Spending By Category
iv. Top 10 Merchants
v. Top 10 Most Expensive Purchases
vi. Account Balance By Statement Period
vii. Minimum Payment Due by Statement Period

A

Siebel Self-Service for Cards Application Guide | 63



Siebel Self-Service for Cards Application Use Cases

10.
11.

12.
13.
14.

15.
16.
17.
18.
19.
20.
21.
22.
23.

Standard Reports:
Card Member selects a standard report name [Al1]-[A7]

System returns a report with a chart, in specific cases, for up to13
statement periods. [B2]

Card Member selects a different number of statements from the
dropdown and selects Submit action to regenerate the report.

System returns a summary report for the selected statement period.
Card Member selects the Printer Friendly action.

System displays the page of the report without HTML header or
navigational elements.

Custom Reports:
Card Member selects a custom report name.

System displays the details of the report using the report parameters
saved for the report.

Card Member selects the Edit action.

System displays the saved report parameters.

Card Member may modify the report parameters.

Save under the same name or save under a new name.
Card Member selects the Delete action.

System displays a confirmation page.

Card Member selects “Yes”.

The system removes the saved report from the list. [A8]
Use case ends.

[Al]Card Member selects Total Spending By Statement Period
standard report:

1.

System returns a summary report with a bar chart for up to 13
statement periods, listing the sum of the spending transactions for
each statement period with a grand total amount for all periods
reported.

Card Member selects the link to a statement period.

System displays the Transaction Details for the selected statement
period.

Card Member selects the link for grand Total link for all Statement
Periods.

System displays all Transaction Details for all statement periods
listed in the report.

[A2]Card Member selects Transaction History by Statement Period
standard report:

1.

System returns the Transaction details for the previous 12 months.

[A3]Card Member selects Total Spending By Category standard report:

1.

System returns a summary report with a pie chart for up to 13
statement periods, itemizing the amount spent on each Category
with a grand total amount for all categories.

Card Member selects the link to a Category.

System displays the Transaction Details for the selected Category
over the context of the statement period previously defined for the
report.

Card Member selects grand Total link for all Categories
System displays the Transaction Details for all the Categories over
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the context of the statement period previously defined for the
report.
[A4]Card Member selects Top 10 Merchants standard report:

1. System returns a summary report listing the Top 10 Merchants for
up to 13 statement periods, listing the sum of the spending
transactions for each merchant with a grand total amount for all the
listed merchants.

2. Card Member selects the link to a merchant.

3. System displays all the Transaction Details for the selected
merchant over the context of the statement period previously
defined for the report.

[A5]Card Member selects Top 10 Most Expensive Purchases standard
report:

1. System returns the Transactional Details listing the Top 10 Most
Expensive Purchases of up to 13 statement periods in descending
order by amount with a grand total for the report.

[A6]Card Member selects Account Balance By Statement Period
standard report:

1. System returns a summary report with a bar chart for up to 13
statement periods, itemizing the Account Balance for each
statement period.

2. Card Member selects the link to a statement period.

3. System displays the Statement for the selected statement period.
[A7]Card Member selects Minimum Payment Due by Statement Period
standard report:

1. System returns a summary report with a bar chart for up to 13
statement periods, itemizing the Minimum Payment Due for each
statement period.

2. Card Member selects the link to a statement period.

3. System displays the Statement for the selected statement period.
[A8]Card Member selects “No”

1. System returns to the save report name screen.

Reports will include only statements transactions.

All standard reports, except for Transaction History by Statement Period,
are generated for the respective report based on all available statements for
the card member, with the default of up to 13 months. Transaction History
by Statement Period has a default of up to 12 months.

Card Members will not have the option to download reports.
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2.10.2 Create a Custom Report (340)

FAgQs | Sign ©ut | Esparial

cHl.d'...‘a'.'ageI. ,—- Contact Us

T Payments  Self Service ™ Help

¥iew Account Sunmmary ¥iew Statements ¥iewr Recent Transactions ¥Yievr Reports Create Reports Search Transactions

Custom Report Builder

Gamer Mary Loug

SIEBEL

b Make 3 Payment mnambiar@edocs.com
b View Statements WX NHNE Wxxx 3338

) Last Login: 02/03/2003 7:09 PM EST
b Wiew Recant

Transactions
Create a Custom Report Tips

b Manage Profile
b Ak Us 3 Question Create your own repaort by entering your information inta the form below, Transacton Amount
Then click the Create Repoart button,

Transaction Type: IF‘urchases,-"Debits "I Enter the dollar range

for the transaction yaou
want to see, For
example, if you want to

B Sign Ot

Transacton Description: |

zee all transactions
Expense Category: ITraueI ;I between $100 and
200, vou would zelack
Transacton Amount: IGreater Than ;I |:LEI—| fhe 'Be'filzween' option
{in dallars and cents) and enter the values
sod: m into the boxes provided
Time Period: Last |13 =] Statements (in dollars and Eents).

S.EBEI—- | Create Repor‘tl | Reset|

To find payrments and
credits, search for a
negative amount. For
exarmple, to find a £50
payment, select the
'Less than' option and
enter zero into the box
provided.

Enter the date in
rarmd ddfyyyy format,

Far exarmple, Decernber
a2, 2004 would be
entered as 13/08/2004,

@ 1997-2005 SIEBEL® , Inc All Rights Rezerved.

Figure 2.35 — Custom Report Builder
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Contact Us | FAGQs | Sign Out | Espaficl
cadmanager

AT Payments ~ Self Service

Help

¥iew Account Summary ¥iew Statements ¥iew Recent Transactions ¥iew Reports Create Reporks Search Transactions

Custom Report Builder i
Gamer Mary Loug
b Make s Payment mnambiar@edocs.com
b View Statements My XxEN wxax 3338

] Last Login: 02/03 /2003 7:09 PM EST
b Miew Recent

Transactions I

Printable Yersion
¥ Manage Profile

b Ask Us s Question Save Your Custom Report

b Sign Ot
Review the results of your custormn report in the table below, If you want
ta zave this custamn report for future usze, enter in & nare for the repart,
then dick the Save buttan,
Report Name: |M.f. traue|| |
View Your Custom Report Results
IEBE 02/01/2004 - 03/01/2004 thru 0&/02/2004 - O7/01/2004

s Trans Drate Date Posted Merchant/Transaction Drescription Memo Category Arnount

0z7/19/04  0Z719/04 EF INSTITUTE FOR CULTURL Travel £42,00

S006530364 MA

Total $48.00

@ 1997-2005 SIEBEL® , Inc All Rights Reserved.

Figure 2.36 — Custom Report Results

Name: Build a Custom Report
Brief Description: | Card Member creates and saves a custom report

Main Path: 1. Card Member selects Custom Reports tab.
2. System returns a page allowing the card member to build a custom
report by specifying any or all of the following report parameters:

a. Transaction type (Payments, Credit/Adjustment/Purchase/Cash
Advance/Fees/Other)

Description
Expense Category
Transaction Amount
e. Time Period

e oo

3. Card Member specifies report parameters and selects the Create
Report action.

4. System displays Custom Reports Results page containing the
Transaction Details for the custom report requested. [B1]

5. Card Member enters a report name and selects Save to save the
custom report. [Al]

6. System saves the report parameters and displays the saved report
name on the List of Reports page under Custom Reports heading.
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7. Use case ends.

Alternate Paths: [Al] Card Member selects Printer Friendly

1. System displays a page of the report without HTML header or
navigational elements.

Business Rules: [B1] Reports will include only statements transactions.

2.10.3 Search Transactions (345)

Contact Us | FAGQs | Sign Qut | Espaficl
cadmanager

TR Payments  Self Service

¥iew Account Sunmmary ¥iew Statements ¥iew Recent Transactions

Search Transactions

¥iew Reports Create Reports Search Transactions

SIEBEL.
Garmer Mary Loug
b Make a Payment mnambiar@edocs.com
b Miew Staternents XxXXX XXXX xxxXx 2338

] Last Login: 02/03/2005 7:09 PM EST
B Miew Fecent

Transactions

b [Manage Profile

b Ask Uz a Question Transaction Type: |,e\|| Typas - I Transaction Amount
b Sign Ot
Merchant Description: | | Enter the dollar range
for the tranzaction vau
want to see. For
Expense Category: Iﬁ” Categaries LI exarnple, if you want to
see all transactions
Transaction Memo | between $100 and
Contains: $200, vou would selact
the 'Between' option
Transacton Amount: IGreater Than ;I |:LEI—| and enter the upalues
[in dallars and cents) inta the baxes provided
in dall d ts)
SIEBEL Date Range: Fram [02/03/2004 | 21 To [0z/03/2005 | &2 (in dollars and cents)

(g dddyyyy) To find payrents and

credits, search for a
negative amount Faor
exarnple, to find a $50
payment, select the
'Less than' aption and
enter zero into the box
provided,

Enter the date in
rry ddfyyyy format,

For example, December
g2, 2004 would be
enterad az 12/08/2004,

£ 1997-2005 SIEBELE , Inc All Rights Reserved.

Figure 2.37 — Search Transactions
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Sign Out | Espaficl

cadmanager - Contact Uz | FAGs |

AT Payments * Self Service

Help

¥iew Reports Create Reporks Search Transactions

¥iew Account Summary Yiew Statements ¥iew Recent Transactions

Search Transactions SIEBEL

Gamer Mary Loug
b Make s Payment mnambiar@edocs.com
b View Statements HaaE XMEN wxax DE3E
] Last Login: 02/03 /2003 7:09 PM EST
b Miew Recent
Transactions
Search Transactions - Results
¥ [Manage Profile
ack U Trans Drate Date Posted Merchant/Transaction Description Memo Category Arnount
b Az = a Question
0z/05/04  0Z/05704 CHEVROM #00033357 MALIBU CA D Auto Related $20.01
b Sign Cut
oz/10/04  0Z/09%'04 WOMS STOREOODOLET IS CANOGA PARK Groceries $23.88
cAD
0z/12/04  0Z/1204 CHEVROM #00033357 MALIBU CA D Auto Related $15.01
04/22/04 04722704 IMVESTORS BUSIMESS DAILY $00-531- Misc $104.02
2525 CA
04/23/04 0472304 WOMS STOREOODOLET IS CANOGA PARK Groceries $24.83
cAD
04/24/04 04724704 AMCH ALLSTATEMOTORCLUE S00-347- Auto Related $42.01
SIEBEL. 2280 IL
05/03/04  03/03704 BED BATH 2 BEYVOMND #02 WOODLAMD Household $35.02
HILL CA D
0s/zz/04  05/22/04 CHEVROM #00093357 MALIEU CA D Auto Related $10.01
0S5/22/04 03722704 CAL STEAM-MARIM 4154592009 CA Horme $105.02
Fepair
0e/18/04  06/18/04 CHEVROM #00093357 MALIEU CA D Horme $15.01
Fepair
ogf2z2/04  06/22/04 CHEVROM #00093357 MALIEU CA D Clothing $15.00
ogf2z2/04  06/22/04 SEARS ROEBUCHK 23328 REDDIMG CA D Utilities $100.49
Total $2,424.06
@ 1997-2005 SIEBEL® , Inc All Rights Rezerved,

Figure 2.38 — Search Transactions Results

Name: Search Transactions
Brief Description: | Card Member creates a list of transactions based on a custom search

Main Path: 1. Card Member selects Search Transactions

2. System returns a Search page containing the following form fields:

a. Transaction Type List (All
Types(default);Purchases/Debits;Credits;Payments; ATM
Withdrawal)

Merchant Name
Expense Category List (All (default); See Notes in View
Transactions use case for list)

d. Transaction Memo Contains
e. Transaction Amount Rule

f.  From Date

g. To Date
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h. Actions: Search
Card Member enters or selects search criteria
Card Member selects a From Date and To date

Card Member selects Search

o o &~ w

System displays Search results page

Report Title

Transaction Date

Post Date

Purchase Description
Transaction Memo
Purchase Amount

Total

Actions: Printer Friendly;

Se@ "o a0 oy

7. Use case ends (card member uses tabs, sub-tabs or quick links to
navigate to another page.

Report Title

Transaction Date

Post Date

Purchase Description

Transaction Memo

Purchase Amount

Total

Actions: Printer Friendly;

STe@ oo oo

[A1l] Card Member selects Printer Friendly

1. System displays the page of the report without HTML header or
navigational elements.

Search results will include transactions crossing statements and recent
activity depending on the dates entered.

2.11 Secure Messages — Card Member

The secure message use cases cover the business requirements for allowing card
members and CSR Users to communicate via a secured and encrypted method that serves
as an alternative to e-mail or phone conversations.

This section consists of the following card member use cases.

e Send Secure Message — Card member sends a secure message that will be received
by a Internal User

e View Message Response— Card member views a response from to a secure message
that the card member had previously sent

e Maintain Secure Message Inbox — Card member maintains an “Inbox” of all secure
message correspondence
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2.11.1 Send Secure Message (400)

Contact Us | FAGQs | Sign Out | Espaficl

cadmanager .

y Account | Payments * Self Service SN[
Ask Us a Question

New Message SESEL

Gamer Mary Loug

Message Center

b Make a Pavment mnambiar@edocs.com
P Miew Staternents XXX XxxXxX Xxxxx 3538

i Last Login: 02/16/2005 6:25 PM EST
P Miew Recent

Transactions j
Send a New Message Tips

¥ Manaqe Profile

. To create 8 message, choose the message category, enter 3 message Message Center
b Ask Us 3 Question nare, and then provide a description of your question, To send your The message center
b Sian Cut rnessage, click the Submit button, To reset the form, click the Clear buttan, lets you send personal
infarmation that rmay
Message Category: not be safe to send in
Choose a message category from the pull-down menu. an email message, Any
| Request Replacement Card V| inforrnation you send is

encrypted to prevent
other peaple from

Message Mame: N
reading your message,

|Need a new card | Infarmation sent here
will be protected and
Message: kept safe,
SlEBEl_, My current card iswern out. Please send me a replacement card assoon as Tupes of personal

possible. information to send

securely:

® Social security

nurmbers

® Bank account
nurmbers

® Credit card
nurmbers

Submitl Cancel

@ 1997-2005 SIEREL® , Inc. All Rights Rezervad.

Figure 2.39 — Enter New Secure Message
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Contact Us | FAGs | Sign Qut | Espanal

cardmanager

My Account * Payments . Self Service

Ask Us a Question Message Cenber

SulseBinka Secure Message Center e
Gamer Mary Loug
b Make s Payment mnambiar@edocs.com
P Wiew Statements WK WX Wawx 538

i Last Login: 02/16,/2005 6:25 PM EST
b View Recent

Tranzactions
Message Received

b Manage Profile
b Ask Us a Question We have received your message, Your message number is 1000046,

b Sign Qut
An account specialist will respond to vyour message within 24-42 hours,

ou will receive an ernail frorm custorner service when a reply has posted
to the Message Center. To view the reply, uze the Message Center's
rmain page.

SIEBEL.

@ 1997-2005 SIEREL® , Inc All Rights Reserved.

Figure 2.39.1 — Enter New Message Success

Name: Send Secure Message
Brief Description: | Card Member sends secure message to CSR User

Trigger: Card Member does one of following:
1. Selects Send Secure Message.
2. Creates a dispute that generates a Secure Message

3. Performs an NLS query that gets no results and continues to send
query as a Secure Message. (optional feature)

Main Path: 1. System displays Send Secure Message page containing:
a. Drop down list containing Message Categories
b. Message name
c. Message description
d. Actions: Submit; Clear; Cancel

2. Card Member selects a Message Category from dropdown list [E1] [Al]
[A3]

Card Member enters Message Name in text box [E2]
Card Member enters Description (full question) in text box [E3]
Card Member selects submit to send the message

System displays a Secure Message Confirmation page

N o o &~

Use case ends
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[A1l] Card Member selects Message Category that is covered by an
online service

1. System displays pop-up box informing card member that service
can be ordered online with link to service page

2. Card Member selects Continue [A2]
3. Use case continues from Main Path step 3.

[A2] Card Member selects link to online service
1. System redirects Card Member to service page

[A3] Card Member has created a dispute:

1. System inserts all the text from the dispute in the body of the
message

1. System submits a secure message without further card member
intervention (See Dispute a Transaction use case)

[E1l] Card Member does not select a category:
1. System redisplay s page with an error messages asking Card
Member to select a category.
[E2] Card Member does not enter text for message name:
1. System redisplay s page with an error messages asking Card
Member to enter a message name
[E3] Card Member does not enter text for message:

1. System redisplay s page with an error messages asking card
member to enter a message

The categories displayed in the pull-down menu are: Select Category;
Account Balance; Account Status; Statement; Payment; APP/ABP;
Other; Request Replacement Card; Add Authorized User; Change
Contact Information; Order Convenience Checks; Dispute
Transaction; Suggestions. These will be displayed in alphabetic
order. The default should be Select Category.

The categories that are covered by an online service are (See Section
11.12, Secure Message and Template Cateqories):
1. Request Replacement Card
Add Authorized User
Change Contact Information
Order Convenience Checks
Dispute Transaction

a bk own

Form Validation

*Message Name Title of message String

Max length = 127 characters

*Description Text of message String

Max length = 4000 characters
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2.11.2 View Message Response (410)

Contact Us | FAQs | Sign Out | Espafiol

cadmanager .

My Account * Payments ° Self Service #NIH

Ask Us a Question Message Center

Secure Message

Gamer Mary Loug

b Make s Payment mnambiar@edocs.com
b Miew Statements e Waxx xxxx 3E3IE

Last Login: 02/16/2005 6:25 P EST

b Miew Fecent
Transactions

¥iew Message: #1000010
b Manage Profile
b Ask Us a Suestion Use this page to view the response to your message and send a reply.
Meed rmore information about your original rmessage? Click the Reply
k Sian Cut buttan.

To erase this message, click the Delete button, If vour ariginal prablem
haz been salved, click the Clase buttan,

Message Category: Dizpute Transackion

Message Mame: Merchandise Returned to Merchant
Message Mumber: 1000010

Status: Subritted

SIEBEL

02/01/2005 11:42 PM

wie will review this further,

11/30/2004 06:16 PM

Description: CHEWVROHM

Transaction Date: 03/08/04

FPosting Date: 03/08/04

Refarence Mumbear: 2469216062304 5EPK
Arnount: 25,04

Merchandise Returned to Merchant

I returned the merchandise to the merchant on 11/29/04 because
Merchandise was deceptive.

| Reply ” Delate || Close |

@ 1997-2005 SIERELE , Inc All Rights Reserved,

Figure 2.40 —Message Response

Name: View Message Response
Brief Description: | Card Member views a response to a previously sent secure message.

Trigger: Card Member is notified via e-mail that their secure message has been
responded to OR card member selects link from Account Summary page,
OR card member selects message from Message Center page

Main Path: 1. Card Member receives an e-mail notifying them that a response has
been made, containing:

a. Case number
b. Explanation
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C. Actions: Link to Secure Message Inbox
2. Card Member selects link to Secure Message Inbox

3.  System prompts card member for login before redirecting card
member to Message Center page

4.  System displays Secure Message Inbox sorted by date with newest
message at the top:

Case Number

Message Name

Date Entered

Date Last Updated

Status

Actions: Link on Case Number Delete; New

-0 oo0oTp

5. Card Member clicks case humber to view message. [Al] [A2]

6. System displays Secure Message detail page:
Case Number

Message Category

Message Name

Status

Notes List (newest first)

Actions: Reply; Delete; Close

7. Use case ends [A3] [A2] [A4]

-0 o0 oTp

[A1l] Card Member selects New message:
1. System invokes Send Secure Message use case

[A2] Card Member selects Delete message:
1. System deletes case
2. System redirects card member to Message Center page

[A3] Card Member selects Reply to message:

1. System displays Enter New Message page with value of Case
Number, Category and Message Name pre-filled and non-editable
(since these values are derived from the original case)

2. Use case continues from step 4 of Send Secure Message Main
Path
[A4] Card Member selects Back:
1. System redirects card member to Message Center page

Card Member has the option of reopening the case by replying to the
message. A text message on the page prompts the card member to select a
Reply button if the response has not answered their question.

The Case number when the card member selects Reply to a message is the
same as the case number from which it is derived. However, the case is put
on the general queue and picked up by any CSR User — not necessarily the
CSR User who first responded to the case. Apart from being assigned an
existing case number, it is not treated differently by the system from a new
message.

Siebel Self-Service for Cards Application Guide | 75



Siebel Self-Service for Cards Application Use Cases

2.11.3 Manage Secure Message Inbox (420)

b [Make a Pavment
b Wiew Statements

b Wiew Racent
Tranzactions

b Manage Profile
b Ak s a Question
b Sign Cut

SIEBEL.

Contact Uz

My Account Self Service
Ask Us a Question Message Center

Secure Message Center

Garmer Mary Loug
mnambiar@edocs.com

WK WX Wawx 5RIE

Last Login: 02 /16 /2005 6:25 PM EST

SIEBEL

Send Secure Message

y Your Secure Messages

To wiew a message, dick the message number link, To delete a message, click the Delete link, To send
a new message, cick the Send Secure Message button.

Mo, Maszage Mame Date Submitted Cate Updated Status Actions
1000010 Merchandise ... 11/30/2004 06:16 PM 02/01/2005 11:42 PM Subrnitted Delete
1000015 Men Receipt of ... 11/30/2004 06:38 PM 1z/08/2004 10:53 PM Subrnitted Delete
1000014 Men Receipt of ... 11/30/2004 06:34 PM 1z2/08/2004 10:53 PM Subrnitted Delste
1000002 Meon Receipt of ... 11/30/2004 06:14 PM 12/08/2004 10:52 PM subrnitted Delete
1000004 asca 11/15/2004 12:08 PM 12/08/2004 10:52 PM Submitted  Delete
1000002 Dispute Trans 11/12/2004 11:26 AM 12/08/2004 10:52 PM Subrmitted Delete
1000001 Mon Receipt of ... 11/11/2004 01:35 PM 1z/08 2004 10:52 PM Subrmitted Delete
102001 Security Info 10/27/2004 05:52 PM 1z/08 2004 10:52 PM Subrmitted Delete
1000003 csc 11/15/2004 12:08 PM 11/15/2004 05:2% PM Answered Delete
1000048 Meed a new card 02/16/2005 07:48 PM Subrnitted Delete
1000045 Mon Receipt of ... 02/13/2005 02:46 AM Subrnitted Delste
Tips

Message Center

The rmessage center lets you send personal information that rnay not be safe to send in an ermail
message, Any infarmation you send is encrypted to prevent other people from reading your messzage.
Information sent here will be protected and kept safe.

Tvpes of personal information to send securely:

® Social security numbers
® Bank account numbers
® Credit card numbers

@ 1997-2005 SIERELE , Inc All Rights Reserved.

Figure 2.41 — View Message Inbox

FAQ:s | Sign ©Qut | Ezpafiol




cardmanager

k Make a Payment
b Miew Statemnents

b View Recent
Transactions

b Manage Profile
b Azk Us a Question
b Sign Cut

Secure Message SIESEL

SIEBEL.
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/ Contact Us | FAQs | Sign Qut | Espariol

y Account  Payments = Self Service JNIFA[Y

Ask Us a Queston

Message Cenber

Gamer Mary Loug
mnambiar@edocs.com

HXHX XXHX XXxx FETE

Last Login: 02/18 /2005 1:21 AM EST

Yiew Message: #10000

Use this page to view the response to your message and send a reply.
Meed rmore infermation about vour original message? Click the Reply
button,

To erase thizs riessage, dick the Delete button, If your original problerm
has been solved, click the Close button,

Message Category: Account Balance

Message Mame: What is my account balance?
Message Mumber: 1000048

Status: Submitted

Message and Replies:

02/18/2005 02:04 AM

I don't agree with my bill.

IRepIy ” Delete || Close |

@ 1997-2005 SIEREL® , Inc. All Rights Reserved.

Figure 2.42 — Message Detail
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Contact Us | FAQ=s | Sign Qut | Espafiol

cardmanager

My Account  Payments  Self Service MM

Ask Us a Question

Secure Message SEBEL

Gamer Mary Loug

Message Center

b Make a Payment mnambiar@edocs.com
B Niew Statements o Xy xXxxx 3338

Last Login: 02/16,/2003 6:25 P EST

b Yiew Recent
Transzactions

Wiew Message: #1000010
¥ Manage Profile
¥ Ak Us a Question Use this page to view the response to your message and send a reply.
Meed more information about your ariginal message? Click the Reply
¥ Sign St button,

To erase this message, click the Delete button, If vour ariginal problem
has been solved, click the Close button.

Message Category: Dispute Transaction

Message Mame: Merchandize Returned to Merchant
Message Number: 1000010

Status: Subrnitted

SiEBSEL

02/01/2005 11:42 PM

e will review this further.

11/30/2004 06:16 PM

Description: CHEVRON

Transaction Date:; 03/08/04

Posting Date: 03/02/04

Refarence Mumber: 2469216062304 GERK

Arnount: 25,04

Merchandise Returned to Merchant

I returned the merchandise to the merchant on 11/29/04 because

Merchandise was deceptive.

Your Reply:

Howw much longer is this reviem.r?i

| submit | | Back | | Clearl

Figure 2.43 — Enter Message Reply
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Contact Us | FAQ: | Sign ©ut | Ezpafiol

My Account * Payments * Self Service @[

Quick Links

¥ Make a Payment
b Miew Statemnents

b Miew Recent
Tranzactions

P Manage Profile
b sk Us a Question

Ask Us a Question Message Cenber

Secure Message

Gamer Mary Loug
mnambiar@edocs.com

XXHX Xxxx Xxxxx FEIE

Last Login: 02/16,/2005 6:25 PM EST

Reply to Message

We have received your reply to message number 1000010,

B Sign Cut

SIEBEL.

Continue

@ 1997-2005 SIEREL® , Inc All Rights Reserved,

Figure 2.44 — Enter

Name:

Message Reply Success

Manage Secure Message Inbox

Brief Description: | Card Member views and maintains all secure messages in an “inbox”

Main Path:

format.

=

System displays a page showing secure message history

2. System displays the following columns of data for each message:

a. Case Number

b. Message Name

c. Date and Time Entered

d. Date and Time Last Updated

e. Status (Submitted, Answered)

f.  Actions: Send Secure Message; Link on Case Number; Delete

3. Card Member selects a case number link [Al] [A2]

4. System displays Message detail page:

a. Case Number

b. Message Category (Default: Select Category)
c. Message Name

d. Status (Submitted, Answered)

e. Notes List (newest first)

f.  Actions: Reply; Delete; Close

5. Card Member selects Reply action

6. System displays Message Reply page:
a. Case Number
b. Message Category
c. Message Name
d. Status
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e. Notes List (newest first)
f.  Reply entry field (text box)
g. Actions: Submit; Back; Clear

7. Card Member enters values in form and submits
8. System displays Reply Confirmation page

9. Card Member confirms message

10. System stores message

11. System queues message to CSR User queue

12. Use case ends.

[Al]Card Member deletes a message by selecting Delete:
1. System deletes message
2. System redisplays Message Inbox with message deleted

[A2]Card Member creates a new case by selecting New:
1. Invoke Send New Message use case

[A3]Card Member selects Close:
System redisplays Message Inbox

[B1] Siebel Self-Service for Cards should not display messages older than
120 days.

Secure messages can be purged after 120 days.
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2.12 Manage Account

The Manage Account use cases cover the business requirements for allowing card
members to manage their online profile and alerts.

This section consists of the following use cases.

¢ Manage Account Profile — Card member updates address, e-mail address and phone
number information

e Change Password — Card member changes password

e Manage Notifications — Card member creates or modifies account alerts.

2.12.1 Manage Account Profile (500)

Contact Us | FAQ: | Sign Qut | Ezpafiol

cadmanager o
Self

PENERTAC L EAIN A A Manage Profile Set Account Alerts Change Password

Contact Information —

Garmer Mary Loug

b Make a Payment mnambiar@edocs.com
» Niew Statements WK WX Wawx 538

i Last Login: 02/16,/2003 6:25 P EST
b Yiew Recent

Transzactions
Update Your Contact Information

P Manage Profile
¥ Azk Us a Question Fleasze edit your contact information below, Enter your password at the
end to confirm the secure transaction, then dick the Submit button,

¥ Sign St

Address Line 1: |43 Stevens Road |
Address Line 2: |USA |
City: [Matick |
State:
ZIP Code: (5 digits)

S.EBEI—' Home Telephone: (10 digits, no dashes or spaces)
Business Telephone: (10 digits, na dashes or spacesz)
Email Address: |mnambiar@edocs.com |
Confirm Email Address: |mnambiar@edocs-com |
Enter Password: [eessaed |

& 1997-2005 SIEREL® , Inc All Rights Reserved.

Figure 2.45 — Manage Account Profile
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Contact Us | FAQs | Sign Qut | Espafiol

cadmanager .
 Help

Manage My Account [ESEDETERINYM Set Account Alerts Change Passvord

Contact Information SEREL

Gamer Mary Loug

b Make 3 Payment mnambiar@edocs.com
F WMiew Statements HHMH MNEE XxEN TEIE

| Last Login: 02/16/2005 6:25 PM EST
P Miew Recent

Transactions

| Successfully updated Contact Information |

¥ Manage Profile

b Ask Us 2 Question Update Your Contact Information

P Sign Out
Fleaze edit your contact information below, Enter your pazsword at the
end to canfirm the secure tranzaction, then click the Submit butkon,
Address Line 1: |43 Stevens Road |
Address Line 2: |L|SA |
City: [Matick |
stte

SIEBEL.

ZIP Code: (5 digits)
Home Telephone: S086526100 | (10 digits, no dashes ar spaces)
Business Telephone: 5086528899 | (10 digits, no dashes or spaces)
Email Address: |mnambiar@edocs.com |

Confirm Email Address: | |

Enter Password: | |

@ 1997-2005 SIEREL® , Inc All Rights Reserved.

Figure 2.46 — Manage Account Profile Success

Name: Manage Account Profile

Brief Description: | Card Member edits/updates their account profile including address, e-mail
address and phone number.

Main Path: 1. System displays Profile page with the following form fields:
Address Line 1

Address Line 2

City

State

ZIP Code

Home Telephone

Business Telephone

E-mail Address

Confirm E-mail Address

STe@ 0o a0 oo
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j-  EntPassword
k. Actions: Submit; Cancel

Card Member submits form

System validates password [E1]

System validates form fields: [E2] [E3]

System updates account profile

System sends update profile request to billing system
System sends fraud alert notification [A1]-[A3] [B2] [B3]

System updates activity log

© © N o 0 A~ D

System redisplays page with a confirmation message.

[Al]Address:
1. System sends e-mail to Card Member’s e-mail address

2. System sends ODS request to billing system to update mailing
address

3. System logs Address change for fraud report [B1]
4. Use case continues from step 5
[A2]E-mail:
1. System sends card member e-mail to old and new e-mail address

2. System sends ODS request to billing system to update e-mail
address

3. Use case continues from step 5

[A3]Phone Number:
1. System sends card member e-mail to e-mail address
2. System sends ODS request to billing system to update phone

number
3. System sends ODS request to billing system to add memo to
account

4. Use case continues from step 5

[E1] Card Member enters invalid password:
1. System clears form and redisplays page with an error message

[E2] Card Member does not enter e-mail address in a valid format:
1. System displays message asking Card Member to enter a valid e-
mail address
[E3] Card Member does not enter Home or Business phone number
in valid format:
1. System displays message asking card member to enter a valid
Home (or Business) phone number
[E4] Card Member enters invalid Address:

1. System displays message asking card member to enter a valid
address

[B1] If card member requests an address change on the same day as an
enrollment, the system needs to track activity so that an entry
appears in a fraud report.
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[B2] If system event is a change of e-mail address, send a notification to
both the old and new e-mail address.

[B3] Inthe event of any update to the card member’s profile address, or
phone number, the system will send a fraud alert notification to the
card members current profile e-mail address.

Billing system creates automatic memo for address. Billing system sends
memo but next day and Fraud control needs it immediately for phone so it
can contact the true owner.

Change Data file doesn’t have address information so the only place to get
it is using an ODS call. The system will store old and new address if it
changes.

The system logs profile changes for the Activity report. There are four
buckets: Address, Home Phone, Business Phone, E-mail. This is to know
which fields change when the profile is changed to detect fraud. For the
fraud check report, the system should determine if the streets are the same
— it doesn’t need to check street, city, Billing Zip.

Siebel Self-Service for Cards must check that State matches ZIP code. A

simple algorithm that matches the first 3 digits of the ZIP code is sufficient.
The same algorithm should be used in Direct Bill Pay.

Form Validation

*E-mail Address E-mail address of card Maxlength = 50, must be in
member xxxx@domain.xxx format.
*Home Phone Phone number of card Max length = 10

member with no dashes May not be all 9's or other single digit.

May not have prefix 555

Business Phone

Phone number of card Optional. Max length =10
member with no dashes

*Address Line 1 Street Alphanumeric, space, #, dash,
apostrophe, period, slash. Max length
=25

Address Line 2 Additional Address Line Optional. Alphanumeric, space, #,
dash, apostrophe, period, slash. Max
length = 25

*City City Alphabetic, space, dash, period. Max
length = 18

*State Select from a drop-down list Length =2

* Zip Zip Code Numeric. Must be 5 digits. Must

match State



mailto:xxxx@domain.xxx
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2.12.2 Manage Password (510)

Contact Us | FAQ: | Sign ©ut | Ezparfiol

cadmanager .
My Account  Payments MCATTINIAR Help

Manage My Account Manage Profile Set Account Alerts

Password

Garmer Mary Loug

Change Password

b [Make a Payment mnambiar@edocs.com
b Miew Statermnents WAMN HMMEE XXEH FEIE

i Last Login: 02 /16 /2005 7:07 PM EST
b Miew Recent

Transactions

b [Manage Profils

b Ask Us a Questian Current Password: |nuon Creating Secure
Passwords
b Sign Cut .
Please choose 2 new password based on the following guidelines: ® Choose difficult to

guess passwords,

® Use a combination of

Uze only letters and nurmbers

® Avoid using special characters (&, @, $, etc) letters and numbers.

® Password is not case sensitive (Enample: brikes)

(Example: BREKES is the same as brikes) ® Avoid uzing family
names, birthdatesz and
social security

New Password: |.,,,..,",,, | numnbers,
&-12 Characters, 1 number and 1 letter requirad
SIEBEL. ¢ : quired)
Re-Enter New Password: |....... |

@ 1997-2005 SIERELE® , Inc All Rights Reserved.

Figure 2.47 — Manage Password

Contact Us | FAGs | Sign Qut | Espariol

cadmanager .
Self Service CITIN

Manage Profile Set Account Alerts

Manage My Account Change Password

Quick Links

Password Changed SEBEL

James Greg

b Make a Payment uyedla@edocs.com
B Miew Staternents MMME MMEE MNXE FEOF

] Last Login: 02/16 /2005 5:23 PM EST
B Miew Recent

Transactions '
Reques nplete

b Manage Profile

B Ask s a Question Your password has been updated.
b Sign St
Me:xt
SIEEBEL. © 1997-2005 SIEBEL® , Inc All Rights Reserved,
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Figure 2.48 — Manage Password Success

Form Validation

Manage Password

Card Member changes password

1. System displays the Change Your Password Page with the following

form fields:

a. Current Password

b. New Password

c. Re-enter New Password
d. Actions: Submit; Cancel

a & D

a.

Card Member submits form
System validates password [E1]
Systems stores the changed Password

System displays a Confirmation page.

Actions: Next

6. Use case ends.

[E1] Card Member enters invalid password (see notes):
System displays error message
Validation rules are the same as for the enrollment use case

*Password

Display is masked using
asterisks.

Card Member’s current Matches password stored by the
password. system.

*New Password

Changed password created by | 6-12 alphanumeric, minimum 1 letter,

card member. 1 number. Not case sensitive.
Display is masked using New password cannot match
asterisks. username or secret question answers

*Confirm
Password

Must be same as New Password
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2.12.3 Manage Notifications (520)

cadmanager

Contact Us

| FAaQs | Sign Out | Espafiol

My Account © Payments M7 &I m

Manage My Account Manage Profile Set Account Alerts Change Password

Email Alerts

Garmer Mary Loug

b Make a Payment mnambiar@edocs.com
b Miew Staternents HAMN HMMEE XXEX TEIE

b Wiew Recent

b Manage Profile

My credit limit iz reached

My payment is due in:
My balance is within:

My balance excesds:

My balance drops below:

A transackion exceads:

Last Login: 02/16,/2005 6:25 PM EST

Transactions i
oose Your Email Alerts

Email alerts help you keep track of your account, Click the checkboxes

b Ask Us a Guestion below to choose the alerts that are right for you,
b Sign Cut Send an email if:

My new staternent is available

S.EBEI—' f-‘l payrnent posts to my account

A credit or return (other than a payrnent) posts to my account

days
$ of my credit lirmit (in dallars and cents)
$ lin dollars and cents)
$ (in dallars and cants)

$ [in dallars and cents)

@ 1997-2005 SIEREL® , Inc All Rights Reserved.

Figure 2.49 — Manage Notifications
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i 2 Contact Us | FAGQs | Sign Qut | Espaficl
cardmanager a :

My Account * Payments g8

Manage My Account Manage Profile Set Account Alerts Change Password

Email Alerts

Gamer Mary Loug

b Make a Payment mnambiar@edocs.com
b View Statements XXHX Xxxx Xxxxx FEIE

i Last Login: 02/16,/2005 6:25 PM EST
B Micw Recent

Transzactions

|Y0ur email alerts have been updated successfully, |
# Manage Profile

b Ask Us s Question Choose Your Email Alerts

B Sign Crut

Email alerts help you keep track of your account. Click the checkboxes
below to choose the alerts that are right for you,

Send an email if:
My credit limit is reached
My new staterment is available

My payment is due in: days
My balarce is within: $(1000.00 of my credit limit (in dallars and cents)
S.EBEI—' My balance excesds: $(1000.00 {in dallars and cents)

My balance drops below: ${1i000.00 [in dallars and cents)

A payrment posts to my account

ﬂ\ credit or return [other than a payment) posts to my account

ﬁ transaction exceeds: $(100.00 (in dollars and cents)

@ 1997-2005 SIERELE , Inc All Rights Reserved,

Figure 2.50 — Manage Notifications Success

Name: Manage Notifications — Set Account Alerts
Brief Description: | Card Member configures all e-mail notifications

Main Path: 1. System displays the E-mail Alerts Page:
a. Checkboxes indicating current alert selections (if any)
b. List of available alerts:
i. Credit Limit Reached
ii. New Statement Available
iii. Paymentis due in Reminder (1-15; default =5)
iv. Balance is within X amount of Credit Limit
v.Balance exceeds X amount
vi. Balance drops below X amount
vii. Payment posts to account
viii. Credit posts to account
ix. Transaction exceeds X amount
x.Actions: Submit; Cancel

2. Card Member selects alerts and submits form [A1]
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Systems stores the list of alerts configured by the card member
4. System displays a Confirmation page.
a. Actions: Next

5. Use case ends

[A1l] Card Member deletes an alert by clearing a check box:
1. System deletes the alert
2. System redisplays page with the alert checkbox cleared

Card Member may configure a second e-mail address for receiving
notifications other than the one on the profile. The default value for this field
should be the e-mail address in the card member’s personal profile.

Alert notification will be driven off the Credit Limit (CL) and/or Current
Balance (CB) received in the daily Billing System Change Data file as well
as information in statement data and recent activity files (See Send
Notification Use case for details).

Credit limit (real-time) is obtained by making an ODS call to billing system at
login.

2.13 Self-Service Requests

The Self-Service Request use cases cover the business requirements for allowing card
members to conduct self-service function online. These card member level use cases
specify the functionality required to satisfy these requirements in such a way that Siebel
Self-Service for Cards can be configured, queries defined, screens developed, and any
custom code developed to fulfill the use cases.

This section consists of the following use cases:

Order Service — Card member requests a service.

Order Convenience Checks - Card Member completes a form to have convenience
checks mailed to them.

Request Replacement Card — Card member requests a replacement card for an
existing account

Add Authorized User — Card Member adds an authorized user to an existing
account.

Dispute a Transaction — Card member disputes a specific transaction

Contact Customer Service — Card Member views customer service contact
information
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2.13.1 Order Service (600)

rdmanager '&9’*‘“‘#.. Contact Us | FAQs | Sign Qut | Ezpafial

Set Account Alerts

Manage My Account Manage Profile

Account Services

Gamer Mary Loug

Change Password

b Make a Payment mnambiar@edocs.com
b View Statements XXHX Xxxx Xxxxx FEIE

i Last Login: 02/16,/2005 6:25 PM EST
b Micw Recent

Transzactions
Use Self-Service Actions to Manage Your Account

¥ Manage Profile
Update your contact information

b Azk Us 2 Question Maving? Changing your phone number or email address? Update all your
b Sign Crut contact information in one easy step online.

Order convenience checks
Meed an easy way to transfer a balance or to use your card az cash? Order
= set of convenience checks online,

Add an authorized user
Want to give a family rmember the convenience and security of 2 card in
their own narme? Add them as an autharized uzer at no additional cost

Order a replacement card
Dealing with a darnaged card? Order a replacernent card in one step,

ed OCS Dispute a Transaction
Froblerns with a purchase? Dispute a transaction and docurnent yvour
cornplaint.

Ask Card Manager

Hawe a question? Ask it and we'll answer it for you,

| | |Answer|

@ 1997-2005 edocs® , Inc All Rights Reserved.

Figure 2.51 — List of Services

Name: Order Service

Brief Description: | Card Member requests a service

Main Path: 1. System displays Self Service Requests page including: [B1]
a. List of services (links to service request pages)
b. Question (text box) (optional module)

2. Card Member selects service [A1]-[A9]

3. Use case ends

Alternate Paths: [A1] Change Contact Information:
1. System invokes Manage Account Profile use case

[A2] Order Convenience Checks:
1. System invokes Order Convenience Checks use case

[A3] Request Replacement Card:



1.

[A4]

1.

[AS]

1.

[A6]

1.

[B1]

[B2]

(B3]

[B4]

Siebel Self-Service for Cards Application Use Cases

System invokes Request Replacement Card use case

Add Authorized User
System invokes Request Additional Authorized User use case

Dispute A Transaction
System invokes Dispute Transaction use case

Contact Us:
System invokes Contact Customer Service use case

If External Status is C (closed by card member) with current balance
>0:

1. Take away all links from Services page except Dispute a
Transaction and Update Your Contact Information

2. Display a generic error message at the top of the page

If External Status is E (Closed) OR ((Internal Status of D
(Delinquent) OR X (Delinquent and Over Limit) AND Days
Delinquent > 40):

1. Take away all links from Services page except Dispute a
Transaction and Update Your Contact Information

If card member has a secured product type (See 11.12, Product
Type Codes) card member will not be eligible to order convenience
checks or Add Authorized User or Request Replacement Card and
links will be removed from the list of services.

If a Cardmember has MISC_THRT_ID value of “A” restrict access to
services as for [B2]

Internal Statuses are:

¢ D=Delinquent

¢ N=Credit Balance

e O=Over limit

e X=Over limit and delinquent

Siebel Self-Service for Cards Application Guide | 91



Siebel Self-Service for Cards Application Use Cases

2.13.2 Order Convenience Checks (610)

Contact Us | FAQ=s | Sign Qut | Espariol

cardmanager
self service M

Manage Profile Set Account Alerts Change Password

Manage My Account

Convenience Checks SEsEL

Gamer Mary Loug

b Make a Payment mnambiar@edocs.com
B Miew Staternents XXxXX XxxxX Xxxx 3338

i Last Login: 02/16,/2005 6:25 PM EST
b Miew Recent

Transzactions
Order Convenience Checks

P Manage Profile
To order convenience checks, please enter pour password below to

Azk s a Question " . B :
F confirm the secure transaction, Then dick the Submit button,
B Sign St

The checks will be delivered to the address in your account profile within
10-12 business days,

Password | |

SIEBEL.

i 1997-2005 SIEREL® , Inc All Rights Reserved,

Figure 2.52 — Order Convenience Checks Step 1

Contact Us | FAQ:z | Sign ©ut | Ezpafiol

cadmanager
Self Semvice NI

Manage My Account Manage Profile Set Account Alerts Change Password

Convenience Checks SEBEL

Gamer Mary Loug

b Make a Payment mnambiar@edocs.com
B Miew Staternents XXxXX XxxxX Xxxx 3338

i Last Login: 02/16,/2005 6:25 PM EST
b Miew Recent

Transzactions
Request Complete

¥ Manage Profile
B Ask Us s Question
b Sign 2t Thank vou, vour request has been received.

Information About Convenience Checks

“four conwenience checks will be delivered to the address in your account
profile within 10-12 business days.

Convenience check amounts are subject to the limits of your available cazh

advance. Before you use your convenience checks, be sure to check the
amount of your available cash advance, which is listed on your account

surmrmary page,

SIEBEL.

& 1997-2005 SIEREL® , Inc All Rights Reserved.

Figure 2.53 — Order Convenience Checks Step 2
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Name: Order Convenience Checks

Brief Description: | Card Member completes a form to have convenience checks mailed to
them.

Main Path: 1. Card Member selects “Order Convenience Checks” from the Account
Services Page
2. System displays Order Convenience Checks page
a. Password (text entry box)
b. Actions: Submit; Cancel
Card Member enters password and submits request
System validates password [E1]

System sends ODS Request using card member address on file.

o g M w

System sends e-mail notifications to card member’s profile e-mail
address

~

System displays confirmation page
8. Use case ends

Exception Paths: [E1] Card Member enters invalid password:
1. System clears password field and displays error message

2.13.3 Request Replacement Card (620)

cardmanager
Self Service UM

Manage My Account Manage Profile Sat Account Alerts Change Password

Replacement Card

Gamer Mary Loug

Contact Us | FAQ=s | Sign Qut | Espafiol

B Make 3 Payment mnambiar@edocs.com
b Wiew Statements XXHX Xxxx Xxxxx FEIE

i Last Login: 02 /16,2005 6:25 PM EST
b Miew Recent

Transzactions "
Order a Replacement Card Tips

¥ Manage Profile

¥ Azk Uz 3 Question Select the cardmember below for whorm you want to order a replacement card Lost or Stolen?
card, Enter your password to confirm the secure transaction, then click If your card has been
b Sign Qut the Subrnit butten, lost ar stolen, contact
Cardmember Services

® Mary Loug, Garmer immediately, Do not

O Mike, Iacaboni :arede.r & replacement

Enter Passwrord: |

SIEBEL.

@ 1997-2005 SIEREL® , Inc All Rights Reserved,

Figure 2.54 — Request Replacement Card Step 1
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Contact Us | FAGs | Sign Qut | Espanal

cardmanager

e
My Account . Payments ST RS m

Manage My Account Manage Profile Set Account Alerts Change Password

Replacement Card

Gamer Mary Loug

b Make a Payment mnambiar@edocs.com
P Wiew Staterments XXxXX XxxxX Xxxx 3338

i Last Login: 02/16,/2005 6:25 PM EST
b Miew Recent

Transzactions
Order a Replacement Card Tips

¥ Manage Profils

¥ Azk Us 3 Question Thank you, Your request has been recieved, Card Lost or Stolen?
If vour card has been
b Zign 2t “fou will receive vour replacernent card within 10-12 business days, last ar stalen, contact

Cardmember Services
immediately, Do not
order a replacernent
card,

SIEBEL.

@ 1997-2005 SIEREL® , Inc All Rights Reserved,

Figure 2.55 — Request Replacement Card Step 2

Name: Request Replacement Card
Brief Description: | Card Member requests a replacing card for an existing account.

Main Path: 1. Systems displays a page with a form containing the following form
fields: [B1] [A1]

a. Radio button selection for Primary OR Secondary card member
i. Primary Name
ii. Secondary Name

b. Password (text entry box)

c. Actions: Submit; Cancel

2. Card Member selects Primary or Secondary, enters password and
submits request

System validates password [E1]
System creates an ODS Request for a replacement card

System displays confirmation page

o g &~ w

Use case ends.

Alternate Paths: [Al]Primary or Secondary Card Member’s card is in the reissue
process

a. System displays a message that the card is being reissued
and the card member may not order another card [B2]

Exception Paths: | [E2] Card Member enters invalid password:
1. System clears password field and displays error message
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Business Rules: [B1] Disable radio button if card is in the reissue process card member

[B2] The card member will not be allowed to order a replacement card if
the card is in the reissue process, which is the case if the value of
RESS_CNTR_CD (in the CAP view) is 4, 5, 6, 7, 8, or 9. (The card is
not in the reissue process if value is 0,1,2,0r 3).

Notes: Primary and secondary names for display are obtained from CHDHLDR
view (See ODS Requests). Display the name as returned by billing system.

There will be a text message to inform authorized users that they must call
CSR User to get a replacement card, since only primary and secondary
card members can use this function

The ODS request to order a replacement card uses the
PI_EMBOSS_REQUEST_ADD RPC. (See ODS Requests for details).

2.13.4 Add Authorized User (630)

Contact Us | FAGs | Sign Cut | Esparfiol

cardmanager

by Account * Payments #711#75 00 'm

Manage My Account Manage Profile Set Account Alerts Change Password

Quick Links Additional Authorized User

Garner Mary Loug
b Make 3 Payment mnambiar@edocs.com
b Miew Statements NN W e TEIR

Last Login: 02/16/2005 6:25 PM EST

Add an Authorized User

To add 2 new authorized user, enter the person's name below, Enter
your password at the end to confirrn the secure transackion, then dick the

b Miew Fecent
Transzactions

¥ Manage Profile
¥ Ask Us a Question

» Sign St Submit buttan,
First HName:
Middle Initial:
Last Name:
Enter Password: [sessasa]
—

@ 1997-2005 SIEBEL® , Inc All Rights Reserved.

Figure 2.56 — Add Authorized User Step 1
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Contact Us | FAQ=s | Sign Qut | Espariol

cardmanager

My Account . Payments M7 &SI m

Manage Profile Set Account Alerts Change Password

Manage My Account

Additional Authorized User e
Garmer Mary Loug
b Make a Pavment mnambiar@edocs.com
¥ View Statements WHHN MMNN Xxxx TEIE

i Last Login: 02/16,/2003 6:25 P EST
b View Recent

Tranzactions
Add an Authorized User

b Manage Profile

¥ Ask Us a Question Marorie Abalos has been added to your account as an authorized user, A
. credit card for thizs person will be delivered to the address in your account
b Sign Qut profile within 7-10 business days,

As the primary cardmember, you will be responsible for all charges made to
the account by any authorized user,

SIEBEL.
@ 1997-2005 SIEREL® , Inc All Rights Reserved,

Figure 2.57 — Add Authorized User Step 2

Name: Add Authorized User

Brief Description: | Card Member adds an authorized user to an existing account.

Main Path: 1. Systems displays a page with a form containing the following form
fields:
a. First Name
b. Middle Initial
c. Last Name
d. Enter Password
e. Actions: Submit; Cancel

2. Card Member enters name as it should appear on the card, enters
password and submits request [B1]

System validates password [E1]
System validates form entry [E2]

System submits ODS request for an additional card

System displays confirmation page

N o o &~

Use case ends

Exception Paths: | [E1] Card Member enters invalid password:
1. System clears password field and displays error message

[E2] Card Member enters invalid data in name fields:
1. System displays error message and indicates field in error

[E3] Card Member requests additional card for user that already
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exists:
1. System displays error message
[B1] A card member can’t request an additional card for primary and
secondary card member using this function (See Request Replacement

Card). Name should not match any names that are currently on that account
profile.

Primary and secondary name are in CHDHLDR view

Validate that requested name is not already an authorized user by selecting
CUST_NM from CAP view (See ODS Requests for details).

Use the CUSTOMER_ADD RPC to add the additional authorized user (See
ODS Requests for details).

Form Validation

* Name First Name of card member as | Alphabetic, spaces or hyphens.
it will appear on the Card Max. length = 10
Min length = 1
Middle Initial Middle Initial as it will appear Alphabetic
on the card Length = 1
*Last Name Last Name of card member as | Alphabetic, spaces or hyphens

it will appear on the Card Max length = 15

Min length = 1
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2.13.5 Dispute A Transaction (650)

Contact Us | FAQ: | Sign ©ut | Ezpafiol

My Account Self Service m

Manage Profile Set Account Alerts Change Password

Manage My Account

Disputes

Gamer Mary Loug

b Make a Payment mnambiar@edocs.com
b Wiew Statements XXxXX XxxxX Xxxx 3338

Last Login: 02 /16/2005 6:25 PM EST

b Miew Recent
Tranzactions

Dispute Transacton Tips
¥ [Manage Profile
b Azk Us a Question To cormmplete your dispute, review the transaction information below and Easy Way to Make
cormplete the dispute docurnentation, Disputes
b Sign Cut o Use CardManager to
Description: [BU SHOE DEPT 295 WALDORF  MD | help you fill out yaur
dispute,

Transacton Date: 06/19/04 | mm/dd/yy
- * Goto your
Posting Date: 06/19/04 | rmrn/ddfyy staternent.

* Scroll to the
Reference Number: [7473062E20258K7T7 Transactions

(17-digit code from staternent) section, Click on
the merchant/

Amount: + (in dollars and cents) transackion
S.EBEI— description of

Please select the reason for your dispute below: the transaction
wou wish to
O Mon Receipt of Ordered Merchandise dizpute,

® Inthe pop-up

O Shipped Merchandise is Defective or Mot as Described (by the merchant) window. click the
.

O Merchandise Returned to Merchant Disputes link,
This link will

O Duplicate Billing (billed twice ar mare by the same merchant) bring you back

O Incorraect Transaction Armount to this page. with
the transaction

) Hotel/Motel Resersstion Cancelled Prior to Stay information
autornatically

(2 cancellstion of 5 Recurring Transackion filled in for vou.

@ Unauthorized Transaction(s)

O Credit was not Received from Merchant

If the reazon for your dispute iz not listed abowe,
pleaze contact Cardrmermnber Service at 1-500-555-1212,

Eilling Rights Summary

@ 1997-2005 SIERELE , Inc All Rights Reserved.

Figure 2.58 — Dispute Transaction — Step 1
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; Contact Us | FAQ=: | Sign ©ut | Ezpafiol
cadmanager
Self service NI

Manage My Account Manage Profile Set Account Alerts Change Password

Disputes

Garmer Mary Loug

b Make a Payment mnambiar@edocs.com
b View Statements WK WX Wawx 538

i Last Login: 02/16,/2005 6:25 PM EST
b Wiew Recent

Tranzactions

Dispute Transacton Tips

b Manage Profile

b Ask Us 3 Question To cormplete your dispute, review the transaction information below and Contact the Merchant
cornplete the dispute doacurnentation, To speed up the

b Sign Cut L processing of your
Description: [BU SHOE DEPT 395 WALDORF  MD | dispute, contact the

rnerchant directly and

Transacton Date: 0619704 | mmdddiey rbeclord their cornrments
elow,
Posting Date: 06/19/04 | rmmiddiyy

Reference Number: [7473068E2025847T7 |

Amount: £ (50,00
S.EBEI— Complete the dispute docurnentation.

To properly document this dispute, please contact the merchant and
record their comments in the area below,

Dispute Documentation: Unauthorzed Transaction(s)

I cerify that the charge listed above was not made by me ar any persan
authorized by me to use my card, nor were the goods or services,
representad by the charge, received by me or a person authorized by me.

Fleasze confirm your horme and business phone numbers to allow us to
contack you with questions.

Home Phone: S08E526100

Business Phone: SOSE525599

[submit] [edit]

@ 1997-2005 SIEREL® , Inc All Rights Reserved.

Figure 2.59 — Dispute Transaction — Step 2
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Contact Us | FAQ: | Sign ©ut | Ezpafiol

cadmanager

My Account © Payments ST # T m

Manage My Account Manage Profile Set Account Alerts Change Password

Disputes —_—

Garmer Mary Loug

b Make a Payment mnambiar@edocs.com
b View Statements WK WX Wawx 538

i Last Login: 02 /16,/2003 6:25 P EST
b Wiew Recent

Tranzactions
Request Complete

b Manage Profils

b sk Us a Question “our dispute has been submitted, A copy of your dispute can be viewed
in the Printable Wersion

b Sign Cut
Description: BU SHOE DEPT 295 WALDORF MD
Transaction Date: 0&f19,/04
Posting Dabe: 0&/19/04
Reference Number: F473068EZ0258KTTT
Amount: $50.00

Unauthorized Transaction(s)

I cettify that the charge listed above was not rmade by re or any persan
SIEBEI—' authorized by me to use my card, nor were the goods or services,

represented by the charge, received by me or a person authorized by me.

A Cardrmember Services representative will contact you within 45 hours,
“ou will be contacted by phone ar by a posted reply to your message
nurnber 1000047, If a reply is posted to your message, you will receive
an email to alert you,

@ 1997-2005 SIERELE , Inc All Rights Reserved.

Figure 2.60 — Dispute Transaction Confirmation — Step 3

Name: Dispute A Transaction
Brief Description: | Card Member disputes a specific transaction

Main Path: 1. System displays Disputes page containing the following form fields:
Description

Transaction Date

Posting Date

Reference Number

Amount

Reason Selection list

Actions: Next; Cancel

@ "o o0 op

2. Card Member completes form and selects Next

3. System displays Disputes Page 2: [E1]
a. Summary information
b. Home Phone
c. Business Phone
d. Actions: Submit; Edit; Cancel
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4. Card Member enters text for specific dispute

System displays Disputes Page 3 (confirmation):

a.
b.

Information from previous page (full text of dispute)

Actions: Printable Version

6. System generates a secure message with category of Dispute (See
Send Secure Message use case)

7. Use case ends [Al].

[Al]Card Member selects link to print the page
1. System displays a page without navigation
2. Card Member uses browser print function to print the page

[E1]

1.

Card Member enters invalid field:

System displays error message

All the dispute information is on the confirmation page: the radio button text
becomes a sentence and is combined into a text field. Options are:

8.

No o krowdPR

Not Received Merchandise
Merchandise Defective

Sent Defective Date Selection
Charged Twice

Billed Wrong Amount

Cancelled Reservation
Cancelled Subscription

Credit for Transaction Not Shown

Home and work phone numbers will be pre-filled using values from the card
member’s personal profile

Reference number must be restricted to range of 1 to 40 characters
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2.13.6 Contact Customer Service (680)

Contact Us | FAQ=s | Sign Qut | Espariol
cadmanager .

My Account * Payments * Self Service @8N

Ask Us a Question Message Center FAQ=s Contact Us

Contact Us -

Garmer Mary Loug
b Make a Payment mnambiar@edocs.com SN O I
b View Staterments M W wwwx 3838 ')
Last Login: 02 /1% /2005 1:59 AM EST

b Miew Recent

b [Manage Profils
b Azk Us 2 Question If you have a question about your Account or want information about the Card?
“ou can contack us by phone or amail.

b Sign Crut

If you are a current Cardrmernber, email us by logging in to your Account
and selecting the Help tab and Ask Us a Question.

Global Offices

Account Information Technical Support
1-800-555-1212 1-800-555-1212

ed OGS Lost or Stolen Cards For the Hearing Impaired (TD D)
1-2800-355-1212 1-2800-355-1212

@ 1997-2005 edocs@ , Inc All Rights Reserved.

Figure 2.61 — Contact Us Page

Name: Contact Customer Service

Brief Description: | Card Member views customer service contact information

Main Path: 1. Card Member selects Contact Us
2. System displays a page containing information for contacting customer
services depending on card member’s product type code.
3. Use case ends
Notes: This page contains static content only. But different phone numbers will be

displayed depending on the values of the product type code as well as the
card member’s language. (See Section 11.12, Product Type Codes)

No session information is required.
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2.14 Static Content

The static content use cases cover the business requirements for allowing card members
to view help information and static content online. This section consists of the following
use cases:

o View Credit Tips — Card member views credit tips from the Resource Center .

2.14.1 View Credit Tips (690)

Contact Us | FAQ: | Sign ©ut | Ezpafiol

N
m EIT TN Self Service * Help

Make a Payment Manage Payment Accounts ¥iew Payment History Pay Other BEills

Pay Other Bills

Garmer Mary Loug

b Make a Payment mnambiar@edocs.com
b View Statements WK WX Wawx 5RIE

i Last Login: 02 /16 /2005 6:25 PM EST
b Wiew Recent

Transactions With Pay Other Bills you can use your Siebel Banki® -issued credit card to
b Manage Profile pay vour other bills, Pay Other Bills is perfect far
Manage Frotile

b Ak Us a Question

# averyday bills such as your elactric, telephone and cable TV

b Sign Cut # one-time bills such as a car repair, plumbing work or medical
expenses
® ongoing bills like rent, car payrnents and even other credit cards

Make a Bill Payment Tips

Currant Available Credit: $1,000.00 How to Use Pay Dther

Payee Armount Bills

- | 1, Tell us WHO to pay
v : E .
edocs | Michael Kleeman | $(10.00 Click the "Add Payee
— 1 buttan to enter the
|Mat:|or|e Abalos | ${1o0.00] businesses or people
ou wantto pay, You
(Arnounts rmust be enterad in dollars and cents) Ean Create u'::n 1:'0 four

payeas and can store
thern for future use,

Current Payee Accounts 2. Tellus HOW MUCH to
pay. Select a payee

Description Aecount Mo, Actions from the drop-down list
and enter the amount

Michael Kleeman K¥mxxETED wou wank to pay them,

o 3, Submit 3
Marjoris Abslos 004321 Click "Newt" to

canfirm yaur

zelections. We will
send each payee a
check for the amount
you requested, Once
they depositit, the
amount will appear on
vour balance,

Learn more about Pay Cther Bills

For more information
abaut Pay Other Bills,
visit the Answer Center,

@ 1997-2005 edocs® , Inc All Rights Reserved.

Figure 2.62 — Credit Tips
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View Credit Tips

Card Member views and links to Credit Tips page.

Card Member selects Credit Tips tab.
System displays a page containing a link to Credit Tips.
System links to a popup window card member which serves the Credit
Tips
4. Use case ends.

This page contains links and static content only.

No session information is required.

2.15 Payment Use Cases

The payment use cases cover the business requirements for allowing card members to
pay charges from their statements.

This section consists of the following use cases.

Make A Payment — Card Member completes an online payment.

Manage Bank Account - Card Member selects Payment Account sub-tab OR card
member selects Make Payment function and does not have an existing Payment
Account

View Payment History — Card Member views a list of payments made, views the
receipts for online payments and manages scheduled payments

Manage Payees - Card Member adds, edits or deletes payee information for use in
Pay Other Bills payment

Make Pay Other Bills Payment — Card Member makes a Pay Other Bill payment
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2.15.1 Make A Payment (700)

Contact Us | FAQs | Sign Qut | Espancl

i 4
CETTTIS P8 Self Service * Help

Make a Payment Manage Payment Accounts Yiew Payment History Pay Other Eills

Quick Links One-Time Payment SEBEL

Gamer Mary Loug

b lake a Payment mnambiar@edocs.com
b View Statements XxXXX XXXX Xxxx 3838

Last Login: 02/16/2005 6:25 PM EST

Account Sunmary Tips

b Miew Recent
Transactions

b Manage Profile

b fick Us 3 Guestion Current Account Surnmary Payment Information How to Pay Your Credit
q Total Credit Limit $3,000,00 P t Due Dat Mo Payment  Card Bill Online
i otal Credit Limit: . ayrment Due Date:
¥ Slan Out ’ Due 1. Ifyoudon'thave a
Account Balance: @ $2,000,00 Past Due Armount: @ $0.00 b:ank aceounton file
with usz, click
Auailable Credit: (3 $1,000.00 Over Credit Lirnit: $0.00 Add/Change Banle
Account,
Enter Payment Information 2, Zelect your payment
amount and date from
From Payment Account: Citi Account the options shown,
WxHdSET Please remember that
Add/Change Bank Account 'f'oi'! can make a n'ElW
online payment only
SIEBEL. pay Payment date has been removed from this page (new once every five days,
screenshot will be provided shortly) 2, Choose if you would
like to raceive an

email netification,
lG"}Specifiet:l Amount of l:l 4

{in dallars and cents) Click the Nest buttan
to confirm vour

Payrment rmust be at least $1.00 and cannot selections,

exceed your current balance,

Payment Notification: Motify me by email when my payment is

submitted.

Payrments made by &:00 PM Eastern Time Monday-Friday will be cradited
on the zame day, Payments made after €:00 PM Eastern Tirne Friday will
be posted Sunday at midnight.

You can make an online payment once every five days.

Tips
Comrmon Guestions about Paying Your Credit Card Bill Online

When will my payment be credited to my account?

If taday is a business day and you submit a one-tirme payrent
befare £:00 PM Eastern Time, the payrnent will be credited to your
credit card account today, Payrents rmade after 6:00 PM Eastern
Tirne will be credited to your credit card account on the next business
day.

If I pay over the weekend, when will my payment be credited?

A payrment made any time between &:00 PM Eastern Time Friday and
£:00 PM Eastern Time Sunday is considered the same business day,
Payments made during this time will be credited to your credit card
account on Sunday at midnight.

When will you debit my bank account?

2nline payments submitted on a business day before £:00 PM
Eastern Tirme Sunday-Friday will be debited from your checking
account in as soon as one business day, depending on your bank's
processing policy.

When should I expect to see my payment show up online?

“our payrment will appear in your online payment history as soon as
vou complete this process, The payment will appear on the Recent
Transzactions page within 1-3 business days,

Figure 2.63 — Make A Payment — Step 1
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Contact Us | FAQs | Sign Qut | Espancl

CEYTTTR S8, Self Service * Help

¥iew Payment History

cardmanager

Make a Payment Manage Payment Accounts Pay Other Eills

Quick Links

One-Time Payment SEBEL

Gamer Mary Loug

b Make a Payment mnambiar@edocs.com
b Miew Staternents MANWH HNHE XuEN TEIE

i Last Login: 02 /16 /2005 6:25 PM EST
b Miew Recant

Transactions

Review Payment Information

b Manage Profile

b &izk Uz 3 Qusstion Please confirm that all of the payrment information is correct to help us
- process your payment as quickly as possible. To change any of the
b Sign Cut infarmation, dick the Edit button, Ctherwise, click the Submit butten to
confirm your entries.
From Payment Account: it Account
Payment Amount: Specified Amount of § 20,00
Select Payment Date: 0z/16/2005
Payment Notification: Yes

Payrnents rmade by 6:00 PM Eastern Tirme Monday-Friday will ba cradited
on the sarmne day, Payrments made after 6:00 PM Eastern Tirne Friday will
S'EBEL be posted Sunday at midnight.

You can make an online payment once every five days.

Please review the autornatic pavment authorization agreement
(If you use pop-up blocker software, termporarily turn off pop-up blocking
to view the agreement.]

@ 1997-2005 SIERBEL® , Inc. All Rights Reservad.

Figure 2.64 — Review Payment — Step 2
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fﬁrdmanager / Contact Us

Quick Links

b Make a Payment
B Miew Statements

B Miew Recent
Transactions

B Manage Profile
B Ak Us a Question
b Sian Out

SIEBEL.

m' CEYTT L CM, Self Service ™ Help

Make a Payment Manage Payment Accounts ¥iew Payment History

One-Time Payment

Gamer MaryLou
mnambiar@edocs.com

XXX XxxXx Xxxx 3338

Last Login: 03/02/2003 10:28 AM EST

Payment Submitted

Thank You! Your payment has been successfully submitted.
A ocopy of this payrment is available in your Payrnent History, To print this
page, use your brawser's print button,

From Bank Account: Citi Account

Payment Amount: Specified Amount of § 10,00
Select Payment Date: 03/02/2005

Payment Notification: NCH

Confirmation Number: 1109793760659

The next available date ta make an online payrnent to thiz account
iz 03/07/2005,

Payrnents made by 6:00 PM Eastern Tirme Monday-Friday will be credited
on the sarme day, Payrments made after 6:00 PM Eastern Tirne Friday will
be posted Sunday at midnight.

You can make an online payment once every five days.

Tips

Cornrnon Questions about Paving Your Credit Card Bill Online

When will my payment be credited to my account?

If today is a business day and you submit a one-time payment
before €:00 PM Eastern Time, the payment will be credited to your
credit card account today, Payments made after 6:00 PM Eastern
Tirne will be credited to your credit card account on the next business
day,

If 1 pay over the weekend, when will my payment be credited?

A payment made any time between &:00 PM Eastern Time Friday and
&:00 PM Eastern Time Sunday is considered the same business day,
Payments made during this time will be credited to your credit card
account on Sunday at ridnight.

When will you debit my bank account?

Online payrments submitted on 2 business day before 6:00 PM
Eastern Tirme Sunday-Friday will be debited frorm vour checking
account in 25 soon as one business day, depending on yvour bank's
processing policy,

When should I expect to see my payment show up online?

Your payment will appear in your online payrment history 22 zoon as
you cornplete thiz process. The payrnent will appear on the Recent
Tranzaction: page within 1-3 business days.

How frequenty can I make payments?
You rmay rmake a payment every five days,

How do I add or change my bank account information?

Your payment will be deducted from the bank account information we
have on file, To add bank account information or to view the
infarmation we have on file, click Add/Change Bank Account, Any
changes you rmake to your bank account information will be applied
to all future payments, including payments made today,

[ FAGs | Sign Cut [ Espancl

SIEBEL.

Figure 2.65 — Payment Confirmation — Step 3 Manage Bank Account (730)
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Cardmember System
Start Dizplay Quick
Paymert Fayment Page

Use Case /

/

Erter Payment Fayment iz allowed if:

Infor mation Fayment <= Current Balance
Last Payment made mare
than 5 daws previoushy
<2 payments scheduled
. FPayment is for test account
Submit (0F and 123456729

Fayment
i=
Allowed?

es

Display Payment

Details Page Display Error

Message

Action’?
Submit
Submit ODS
Payment
Request
Cancel
Create Payment
L Display
@_} Carfirmation
FPage
End
Payment
Use Case

Figure 2.66 —Payment Activity

Make A Payment
Card Member completes an online payment

1. System displays Make A Payment Screen containing the following
fields: [B4]
a. Total Credit Limit
b. Account balance
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Available Credit
Payment Due Date
Past Due Amount
Amount Over Credit Limit
From Payment Account
i. Bank Account
ii. Bank Account Number (masked except for last 4 digits)
h. Radio buttion selection of:
i. Minimum Payment;
ii. Statement Balance;
iii. Specified amount
i.  Payment Notification (Default: checked)
j.  Actions: Next; Cancel; Add/Change Bank Account

@~ o 2o

2. Card Member selects:

a. Statement Account Balance OR Minimum Amount Due (Default)
OR Card Member entered amount

b. Payment Notification

3. Card Member selects Next

4. System displays a Review Payment Information page with: [Al] [A2]
[A3][B1] [B2] [B3] [B5] [B6][E1]

5. Bank Account

6. Payment Amount Type (Account Balance; Minimum Payment;
Specified Amount)

7. Payment Amount
8. Payment Notification Flag
9. Actions: Submit; Edit; Cancel

10. Card Member submits payment [A5]
11. System submits ODS payment request [E2]

12. System creates payment [E3]
Bank Account

Amount paid

Date of payment
Payment Notification Flag
Confirmation Number

® 20 T

13. System displays a Payment Confirmation page showing:

14. Use case ends

[Al]Card Member selects Edit to modify payment:

1. System displays Make A Payment Step 1 with previous values
retained

[E1l] Card Member enters invalid data in form fields:
1. System displays the input form containing previously entered fields
and a message indicating that input was invalid
[E2] System fails to complete ODS payment request:
1. System redisplays the input form with error message indicating
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failure

[E3] System cannot process the payment:
1. System redisplays the input form with error message indicating
failure.
[E4] Card Member has not set up a bank account:

1. System displays an error messaging requesting that the card
member enter bank account information before making a payment.

[B1] Card Member will not be allowed to make a payment greater than
the current account balance.

[B2] If Min Payment Due is zero, the page will display a message “No
payment due” instead of payment due amount.

System captures account information at login for the account summary
section (See Account Summary Data table for these calls)

Payment processing is assumed to occur only on business days.

Payment page will include specialized help function to walk card member
through the payment process.

There will be a business day and holiday disclaimer on all steps one and
three of all three payment functions.

EPICWare is used only at enroliment or when modifying bank account
information to ensure that this information is correct.

Display masked bank account number directly under Bank Account
Nickname but with no title.

If card member does not have an existing bank account and selects Make a
Payment function, display a message at the top of the page (similar to an
error message) saying something like, “You have not yet provided bank
account information. Please click the Add/Change Bank Account Link to set
up a Bank Account.”

Payment Date is misleading on One-Time Payment page because only
today’s date is allowed, so this field will be suppressed for one-time
payments.

Form Validation

Payment Amount

Amount to be debited from the | Defaults to the minimum amount due
card member Account from the most current bill

Greater than $1.00
Amount must include cents.

Strip out any commas.

Payment Date

Date the payment will be At least today

q .
processe Less than or equal to 60 days in

future.

Only today (Phase 1)
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2.15.2 Manage Bank Account (730)

FAG:s | Sign ©Qut | Espariol

Contact Us |

-
cadmanager .
Payments

Yiew Payment History Pay Other Eills

Make a Payment Manage Payment Accounts

A e Bank Account
Gamer Mary Loug
b Make 3 Payment mnambiar@edocs.com

WA WéHx wxxx TEIE
Last Login: 02/16/2005 6:25 PM EST

» View BEecent
Transactions
urrent Bank Account
P Manage Profile
Bank Account Mame Account Type Account Mo, Actions

b Ask Us 3 Guestion
. Citi Account Checking ®xx4967 -
k Sign Out

b Miew Statements

@ 1997-2005 SIEREL® , Inc All Rights Reserved.

SIEBEL.

Figure 2.67 — Payment Account
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Contact Us | FAQs | Sign Out | Ezpafiol

cadmanager

m EUT Y S8 Self Service . Help

Make a Payment Manage Payment Accounts Yiew Payment History Pay Other Eills

Bank Account

Gamer Mary Loug

B Make 3 Payment mnambiar@edocs.com
b Wiew Statements e Waxx xxxx 3E3IE

i Last Login: 02/16/2005 6:25 P EST
k Yiew Recent

Transactions

Enter Your Bank Account Information

¥ Manage Profile
¥ Ask Us a Guestion Fleaze indicate the bank account you would like to uze to make your
credit card payrnent.

k Sign Cut
Bank Name: [citi Bank |
Bank Account Nickname: |Citi Account |
{optonal)
Account Type: @ Checking
O Savings
Routing Number: |011000028 |

S.EBEI—- Confirm Routing Number: |011|3|30023 |

[Seeimage to locate Routing Mumber on your
check)

Bank Account Number: |123456? |

Confirmi Account Number: |123456? |

[Seeimage to locate Account Mumber on your

check)

000042345/ 423456789 [ [00W00]
[

I

Routing Mumber Check Number
Account Mumber

@ 1997-2005 SIERELE , Inc All Rights Reserved.

Figure 2.68 — Add Bank Account Step 1
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cardmanager S Contact Us | FAQs | Sign Qut | Espariol

Make a Payment Manage Payment Accounts ¥iew Paymeant History Pay Other Eills

Bank Account

Gamer Mary Loug

b Make 3 Payment mnambiar@edocs.com
P Wiew Statements mxax Haax xxxx 3338

i Last Login: 02/16,/2003 6:25 P EST
k Yiew Recent

Transactions

Review Your Bank Account Information

P Manage Profile

b Azk Us a Question Bank MName: Citi Bank

b Sian Qur Bank Account Mickname:  Citi Account
Account Type: Checking
Bank Routing Number: 011000028
Bank Account Number: 1234567

[submit] [Edit]

SIEBEL.

© 1997-2005 SIEREL® , Inc All Rights Reserved.

Figure 2.69 — Add Bank Account Step 2
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Contact Us | FAQs | Sign ©ut | Espafiol

cadmanager .
ATTEINY Payments

¥iew Payment History

Make a Payment Manage Payment Accounts Pay Dther Eills

Quick Links Bank Account SIESEL
Gamer Mary Loug W
b Make a Payment mnambiar@edocs.com

F View Statements WX WaHx Wawx 5E38

i Last Login: 02/16/2005 6:25 PM EST
b View Eacent

Transactions

b Manage Profile
b Ask Us a Question

Edit Your Bank Account

To rmake changes to your bank account infarmation, edit the forrm below.
Noka: Changes you make to vour bank account information will be

b Sign Cut applied to any pending payrments and all future payrents,

Bank Name: |Citi Bank |
Bank Account Nickname: |Citi Account |
{optional)

Account Type: @ Checking

O Savings
Routing Number: |0110|3|313 |
SIEBEL.

confirm Routing Number: |0110|3|313 |

[See image to locate Routing Mumber on your
check]

Bank Account Number: |123456? |

Confirm Account Number: |123455? |

[Seeimage to locate Account Mumber an your
check]

Menag

000042345
|

Routing Number Check Number
Account Number

@ 1997-2005 SIEREL® , Inc All Rights Reserved.

Figure 2.70 — Edit Bank Account Step 1
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Contact Us | FAQs | Sign Qut | Espafiol

My Account SEFTTTNIIMN Self Service . Help

¥iew Payment History

cardmanager

Manage Payment Accounts Pay Other Eills

Make a Payment

Cuicle [ mle Bank Account
Gamer Mary Loug
b Make s Pavment mnambiar@edocs.com
b View Statements MMM WMHE NuxN TEIE

i Last Login: 02 /16 /2005 6:25 PM EST
b Miew Recant
Transactions

b Manage Profile

Review Your Bank Account Information

b Ask Us 3 Ouestion Bank Name: Citi Bank

b Zign Cut Bank Account Mickname:  Citi Account
Account Type: Checking
Bank Routing Number: 011000028
Bank Account Number: 1234567

Cancel

SIEBEL.

@ 1997-2005 SIERELE , Inc All Rights Reserved.

Figure 2.71 — Edit Bank Account Step 2

FAQ:s | Sign Out | Ezpafiol

Contact Uz |

rdfmanager .
My Account. ST

Make a Payment Manage Payment Accounts Yiew Payment History Pay Other Bills

QuicklL ke Bank Account
Garmer Mary Loug
b [Mske 3 Payment mnambiar@edocs.com
b \iew Statements WM MNwx Mxwx 5838

] Last Login: 02 /16 /2005 6:25 PM EST
b Miew Fecent

Tranzactions
Delete Your Bank Account

¥ Manage Profile
Please note: Deleting this bank account information will cancel any

b Ask Us 3 Question

pending payments aor payments scheduled in the future,
B Sign Dt

Bank Name: Citi Bank

Bank Account Nickname:  Citi Account

Account Type: Checking

Bank Routing Number: 01100013

Bank Account Number: wnd 56T

SIEBEL.

@ 1997-2005 SIERBEL® , Inc. All Rights Reservad.

Figure 2.72 — Delete Bank Account
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Manage Bank Account

Card Member selects Payment Account sub-tab OR card member selects
Make Payment function and does not have an existing Payment Account

Card Member adds, edits or deletes bank account information for use in
making payments.

1. Card Member has not yet configured a payment account and selects
Add Account [Al]

2. System displays Add Payment Account page:

Bank Name

Bank Account Nickname

Routing number

Confirm routing number

Account number

Confirm account number

Account type (Checking OR Savings)

Actions: Next; Cancel

S@ -0 o0 oo

Card Member enters and selects Next

4. System displays Review Payment Account Information:
Bank Name

Bank Account Nickname

Account type

Routing number

Account number

Actions: Submit; Edit; Cancel

~ 0o o0 oo

5. Card Member submits bank information

6. System invokes Validate Banking Information use case [E1] [E2]

7. System sends ODS request to update banking information at the billing
system

8. System sends e-mail notification to card member’s profile e-mail
address

9. System stores bank information for use in future payments

10. System redirects card member to the Payment Account page and
displays the payment account information for the added account

11. Use case ends.

[Al]Card Member already has a bank account:

1. System displays the Payment Account page with current payment
information:

a. Bank Account Nickname
b.  Account Type (Checking or Savings)
Cc. Account number (masked except for last 4 digits)
d. Expiration date
e. Actions: Edit; Delete;
2. Card Member selects Edit [A2]
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3. System displays Edit Payment Account page:
a. Bank Name

Bank Account Nickname

Account Type (Checking, Savings)

Routing number

Confirm routing number

Bank account number

Confirm account number

Actions: Submit; Edit; Cancel

4. Card Member modifies bank account information and selects
Submit

5. System displays Edit Payment Account confirmation page:
a. Bank Account Nickname
b.  Account type (Checking, Savings)

S@ o ao0CT

C. Routing number
d. Bank account number
e. Actions: Submit; Edit; Cancel
6. System invokes Validate Banking Information use case [E1] [E2]

7. System sends ODS request to update banking information at the
billing system

8. System stores modified bank account information

9. System sends an email notification to card member’s profile

address that bank account number or routing number has been
changed

10. System redirects card member to the Payment Account page and
displays the payment account information for the edited account

[A2]Card Member selects Delete to remove bank account:
1. System displays a confirmation page: [A3]

a. Message stating that this action will delete all scheduled
and recurring payments

b. Payment account name
Cc. Account number (masked except for last 4 digits)
d. Actions: Delete; Cancel;

2. Card Member selects Delete

3. System sends ODS request to billing system to delete bank
account

4. System deletes all pending payments and recurring payments

5. System deletes the account and redisplays the Payment Account
page with no payment account and Add Account button

[E1] Card Member enters invalid bank information:

1. System displays page with previously entered information and a
message requesting card member to enter a valid routing number

2. Use case ends

[E2] EPICWare repairs Bank information

1. System displays a message telling the card member that the bank
account information was repaired and corrected information

2. Card member confirms that bank information is correct
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3. Use case continues from Main Path Step 6

[B1] Account number will be masked except for last 4 digits on all
displays except when entering the first time.

[B2] Only one bank account per card member account (so that system
can’t overwrite payments in billing system)

[B3] If Bank account already exists, the Add Bank Account button will be
suppressed.

[B4] If card member does not have any Bank Account configured and
selects the Manage Bank Account function, redirect CM to the Add
Bank Account page.

The application will make a call to FT EPICWare to validate the DDA and
ABA routing number but only when card member adds or modifies bank
account information. EPICWare returns a simple table of codes.

Once passed on EPICWare the system will send account type, DDA, ABA
to billing system.

Graphics for Routing Number and Account Number will be displayed on the
page.

Bank account numbers are stored locally and are sent to billing system only
when modified.

The system deletes bank account at billing system by sending the same
update request with blank fields.

Since the card member can currently only enter one bank account and the
card member is redirected to the Add Bank Account page if no bank
account has been set up, the Add Account module will never be displayed in
the phase 1 implementation.

Bank Name field was added because it is needed for ACH payments. Bank
Name is required, but Bank Nickname is optional.

Form Validation

*Bank Account | Friendly Name or Nickname 32 Characters
Nickname
*Routing Bank routing number 9-Digit Routing number checked
Number according to ACH rules (hash and
check digits)
Call made to EPICWare subsystem to
validate against ABA number.
*Routing Bank routing number Must be same as previous field
Number
(Repeated)
*Bank Account | Bank account number Maximum length 17 Digits (but can be
Number less)

Call made to EPICWare subsystem to
validate DDA number
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*Bank Account | Bank account number Must be the same as previous field
Number

(Repeated)

Account Type Type of account Checking (default) or Savings

* Indicates required field

2.15.3 View Payment History (740)
cardmanager

Contact Uz | FAQs | Sign Out | Espaficl

Make a Payment

DEUT Y S Self Service * Help

¥iew Payment History

Manage Payment Accounts Pay Other Bills

Quick Links Payment History SIEBEL
Gamer Mary Loug
b Make s Payment mnambiar@edocs.com

b Miew Statements X XX Xxxx 3EFE
Last Login: 02/16,/2005 6:25 P EST

b Miew Recent

Tranzactions This page displays payrnents submitted to Card Manager after 11/10/2004, *
Wou can view the details of a payrnent for up to 12 rnonths after it was
b Manage Profile -
submitted.

B Azk Us a Question

# Sign Out Payment History

Date Bank Payrnent Payrnent Status Confirmation Armount

Submitted Account Type Cption Mo,

09/28/2004 @ Minimurn Submitted 1096407355303 140,00

10/11/2004 @ Specific Submitted 1037504595554 $200.00

10/18/2004 @ Specific Submitted 1098112951019 32,32
S.EBEI—' 10/26/2004 @ Minirmurm Subrnitted 1095805283752 $140.00

@ - One-tirme Payrment

@ 1997-2005 SIERELE , Inc All Rights Reserved,

Figure 2.73 — Payment History

Name: View and Manage Payment History

Brief Description: | Card Member views a list of payments made, views the receipts for online
payments and manages scheduled payments

Main Path: 1. System displays Payment History Page:
a. Date
b. Bank Account (Nickname)
c. Payment Type
d. Payment Function (Minimum, Current, Specific)
e. Status ( , processing, submitted)
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f.  Confirmation number
g. Amount
h. Actions: Cancel

2. Use Case ends

Payment history will display Payment function (minimum, statement
balance, or specified amount) in addition to usual payment information. This
will be stored in flexible fields with other payment information.

2.15.4 Manage Payees (750)

Manage Payees

Card Member adds, edits or deletes payee information for use in Pay Other
Bills payment

1. System displays the Payees Screen displaying a list of current payees
that have been set up with account information and form for making up
to four payments: [B2] [B4]

a. Payee account name (Up to 4 drop downs)

Amount (Up to 4 entry fields)

Actions Next; Clear; Learn more

Payee name

Payee account number (masked except for last 4 digits)
Actions: Edit; Delete; Add Payee

2. Card Member selects Add Payee [Al], [A2] [A3]

~0ooo0T

3. System displays the Add Payee Screen displaying:
Name

Address

City

State

Zip Code

Payee Account Number

Actions:Next; Cancel

@ "0 oo oo

4. Card Member enters Payee information and selects Next
. System validates Payee information[E1] [E2] [B5]

. System displays Review page:
a. Account summary information
b. Payee information
a. Actions: Submit; Edit; Cancel

. Card Member confirms addition of new payee [A4]
. System stores payee information for use in future payments
. System redisplays Payee page with added Payee information

. Use case ends.
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[Al]Card Member selects Edit to modify list of payees:
1. System displays the Edit Payee Page:
a. Name
Address
City
State
Zip Code
Account Number (Masked)

~ o oo

g. Actions: Clear; Next
2. Card Member makes edits and selects Next

3. System checks that account number is not the card member's
account account [E1] [E2] [B5]

4. System displays Confirmation page:
a. Account summary information
b. Payee information
C. Actions: Cancel; Back; Submit
5. Card Member confirms edits
6. System stores updated payee information
7. System redisplays Payee page with modified Payee information

[A2]Card Member selects Delete to delete payee from list
1. System displays Review page:
a. Payee information
b. Actions:Submit; Cancel
2. Card Member confirms deletion
3. System deletes payee record
4. System displays Current Payment Accounts list with payee
removed
[A3]Card Member selects Make Payment to make a Pay Other Bills
payment:
1. System invokes Pay Other Bills Payment use case

[A4]Card Member selects Cancel on Review payees page:
1. System displays Payees page

[E1] Card Member enters invalid Zip and State:

1. System displays message “The Zip Code you entered is not valid
for the state you entered. Please try again.”

[E2] Card Member enters invalid Account Number:
1. System displays a message that the account number is invalid

[B1] Account number should be masked

[B2] If ODS is down Pay Other Bills pages will be modified according to
notify that this feature is unavailable and to try again later.

[B3] Check External status codes follow certain rules (See business rule for
Make Pay Other Bllls Payment).

System will pull all information for business rules from CHDHLDR and
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CARDHOLDER_NAME view at login

Form Validation

*Payee Name Name of payee Alphanumeric. Max Length = 26
*Address Address Line 1 Alphanumeric. Max Length = 26
*City City Alphanumeric. Max Length = 18
*Zip Code Payee Zip Code 5 + 4 Numeric Length =9

Minimum Length =5

*Payee Payee Account Number Character. Max Length = 21
Y/ g

Account

Number

* Indicates required field



cadmanager

Make a Payment Manage Payment Accounts

Pay Other Bills

Gamer Mary Loug
mnambiar@edocs.com

ENEN XN Xxxx 3FIE

Last Login: 02 /18 /2005 1:59 AM EST

Quick Links

b Make a Pavrment
B Miew Statements

b Miew Recent
Transactions

b Manage Profile
B Ask s a Question
b Sign Out L]

Make a Bill Payment

SIEBEL.

Learn more about Pay Other Bills

Description Account Ma,

Michael Kleeman

Add Payee

mxExxx 7830

with Pay Other Bills you can use your Siebel Bank® -issued credit card to *
pay your other bills, Pay Other Bills is perfect for

everyday bills such as vour electric, telephone and cable TW

one-time bills such as a car repair, plumbing work or medical
expenses
® ongaing bills like rent, car payrments and even other credit cards

[Arnounts must be entered in dallars and cents)

Current Payee Accounts

Siebel Self-Service for Cards Application Use Cases

Contact Us | FAGs |

Sign ©ut | Espafiol

¥iew Payment History Pay Other Bills

SIESEL.

How to Use Pay Other
Bills

Tell us WHO to pay
Click the "Add Payee"
button to enter the
businesses or people
You want to pay. You
can create up to faur
payees and can store
them far future use.

Tell us HOW MUCH to
pay. Select a payee
from the drop-dawn list
and enter the amount
you want to pay them,

Current Available Credit: $488.00

Armount

 —

Actions 2,

3. Submit your request.
Click "Ment" ta
canfirm yaur
selections, We will
send each pavee a
check far the armount
you requested, Cnce
they depositit, the
amount will appear an
vour balance,

For more information
about Pay Other Bills,
visit the Answer Center,

@ 1997-2005 SIEREL® , Inc All Rights Reserved,

Figure 2.74 — Pay Other Bill Payees
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Contact Us | FAQ= | Sign Qut | Espafiol

cardmanager

Pay Other Eills

Make a Payment Manage Payment Accounts ¥iew Payment History

Pay Other Bills

Garmer Mary Loug

b Make a Payment mnambiar@edocs.com
P Niew Statements WK WX Wawx 538

i Last Login: 02/16,/2005 6:25 PM EST
b View Recent

Tranzactions

Add Payee Account

b Manage Profile

¥ Ask Us a Question Enter the business ar person you wizh to pay from your credit card
account, Click the Mext butken when finished to confirmn your entries,

» Sign St

Name: [Michzel Kleeman |
Address: [ore Apple Hill Drive |
City: [Matick |
st

ZIP Code: [017e0 |-

S.EBEI—. Payea Account Number: |123456?89
[cancel]

@ 1597-2005 SIERELE , Inc All Rights Reserved,

Figure 2.75 — Add Payee Step 1
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Contact Us | FAQ: | Sign Qut | Ezpafiol

cardmanager

Make a Payment Manage Payment Accounts ¥iew Payment History Pay Other Eills

Pay Other Bills

Gamer Mary Loug

b Make a Payment mnambiar@edocs.com
B Miew Staternents XXxXX XxxxX Xxxx 3338

i Last Login: 02/16,/2005 6:25 PM EST
b Miew Recent

Transzactions

Review Payee Account Information

¥ Manage Profile

¥ Ak Us & Question “ou have requested to add the following business or person as a payee
- account, Please confirm that all mailing and account information is
b Zign 2t correct to help us process your pavrment as guickly as possible,

To change any information, cick the Edit button. If all the information is
correct, click the Subrmit button to confirm your entry and return to pour
list of payees,

MName: Michael Kleeman

Address: One Apple Hill Drive

City: Matick

State: MA
SIEBEL.

ZIP Code: 01760

Payee Account Number: 123456789

@ 1997-2005 SIERELE , Inc All Rights Reserved,

Figure 2.76 — Add Payee Step 2
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Make a Payment

Contact Us

M RTS8 Self Service ' Help

Manage Payment Accounts ¥iev: Payment History

FAGQs | Sign ©ut | Esparicl

Pay Other Eills

Pay Other Bills

b Make a Payment
b Miew Statements

b Micw Recent
Transzactions

b Manage Profile
b Azk Us 3 Questian
B Sign Crut

SIEBEL.

Gamer Mary Loug
mnambiar@edocs.com

HXHX Xxxx Xxxxx FEIE

Last Login: 02/16,/2005 6:25 PM EST

With Pay COther Bills you can use your Siebel Bank® -issued credit card to *

pay your other bills, Pay Other Bills is perfedt for

® ezverpday billz zuch as your elactric, telephone and cable TV

#® one-time billz such as a car repair, plumbing work or medical
expenses

#® ongaing bills like rent, car payrments and even other credit cards

Make a Bill Payment

Current Available Credit: $1,000.00

Payee Armount

L]
L]

(Arnounts rmust be entered in dollars and cents)

| Selact Payee Account Vi

| Select Payee Account Vi

Learn more about Pay Cther Bills

Current Payee Accounts

Actions

Crescription Account Mo,

Michael Kleeman KKEExETED

Marjorie Abalos Hxxxd321

Add Payee

Tips

How to Use Pay Other
Bills

1, Tell us WHO to pay
Click the "Add Payee"
button to enter the
businesses or people
wou wantto pay, You
can create up to four
payeas and can store
thern for future use,

2, Tell us HOW MUCH to
pay. Select a payee
from the drap-down list
and enter the amount
wou wantto pay them,

3, Submit your request.
Click "Mest" to
confirm your
zalections. We will
send each payee a
check far the amount
you requested, Once
they depositit, the
amount will appear on
vour balance,

For more information
about Pay Other Bills,
vizit the Answer Centar,

@ 1997-2005 SIERELE , Inc All Rights Reserved,

Figure 2.77 — Add Payee Success




cadmanager

Siebel Self-Service for Cards Application Use Cases

Contact Us | FAQ: | Sign Qut | Ezpafiol

Make a Payment

Pay Other Bills

Quick Links

¥ Make a Pavmant
b Miew Staternents

b Miew Recent
Transactions

¥ Manage Profils
B Ask Us a Question
B Sign Qut

SIEBEL.

Garmer Mary Loug
mnambiar@edocs.com
HAMN HMMEE XXEX TEIE

Last Login: 02 /16 /2005 6:25 PM EST

Edit Payee Account

Name:

Address:

City:

State:

ZIP Code:

Payee Account Number:

Manage Payment Accounts ¥iew Payment History Pay Other BEills

|Michae| Kleeman |

|One Apple Hill Drive |

[Matick |

Mazzachusaetts W

[o17s0 |-

[1zz4567890

@ 1997-2005 SIEREL® , Inc All Rights Reserved,

Figure 2.78 — Edit Payee Step 1
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Cal‘dmanager - Contact Us | FAaQs | Sign Qut | Espafiol

Make a Payment Manage Payment Accounts ¥iew Payment History Pay Other Eills

Pay Other Bills

Gamer Mary Loug

b Make a Payment mnambiar@edocs.com
P Wiew Statements XXHX Xxxx Xxxxx FEIE

i Last Login: 02/16,/2005 6:25 PM EST
b Miew Recent

Transzactions

Review Payee Account Information

¥ Manage Profils
¥ Azk Us 3 Question “ou have requested to edit the following business or person from your
list of pavees, Click the Subrit button to confirm yvour request,

B Sign St

Name: Michael Kleaman

Address: <ne Apple Hill Drive

City: Matick

State: MA

ZIP Code: 01760

AccountNumber to be 1234567590

paid: Submitl | Back | | Cancel |
SIEBEL.

@ 1997-2005 SIERELE , Inc All Rights Reserved.

Figure 2.79 — Edit Payee Step 2
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: Contact Us | FAQ:s | Sign Qut | Espariol
mrdmanager
iy Account MY

Make a Payment Manage Payment Accounts

Pay Other Bills

Gamer Mary Loug

¥iew Payment History Pay Other BEills

SIESEL.

b Make a Payment mnambiar@edocs.com
B View Statements e Mwax xxxx 3338

i Last Login: 02/16,/2003 6:25 P EST
b Yiew Recent

Transactions Wwith Pay Other Bills you can use your Siebel Banki® -issued credit card to
» Manage Brafile pay vour other bills, Pay Other Bills is perfect far
Manage Hratile

b Ask Us a Question

® everyday billz zuch as your electric, telephone and cable TV

¥ Sign Ot ® one-time billz such 25 3 car repair, plumbing work or meadical
expenses
® ongoing bills like rent, car payrnents and even ather credit cards

Make a Bill Payment 5 Tips
Currant Available Credit: $1,000.00 How to Use Pay Other

Payee Amount Eills
1, Tell us WHO to pay
b L 1
SIEBEL. | Select Payee Account (| # Click the "Add Payee”
button to enter th
-- (Amounts must be entered in dollars and cents) bﬁsionZs:eesnoer'rpe:ple
Learn rmore about Pay Cther Bills vou wantto pay, You

Can Create up to faur

paypees and can stare
Current Payee Accounts them for future use,

Description Account Mo, Actions 2, Tell us HOW MUCH to
. pay. Select a payee
Michael Kleaman MR 7830 - from the draop-down list

and enter the amount

you wantto pay them,

32, Submit your request.

Click "Mext" ta
canfirm yaur
selections, We will
send each payee a
check for the amount
you requested, Once
they depositit, the
arnount will appear on
vour balance,

For more information
abaout Pay Other Bills,
visit the Answer Center,

& 19597-2005 SIEREL® , Inc All Rights Reserved.

Figure 2.80 — Edit Payee Success
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5 Contact Us | FAQs | Sign Qut | Esparfiol
cardmanager e

Make a Payment Manage Payment Accounts ¥iew Payment History Pay Other BEills

Pay Other Bills

Gamer Mary Loug

b Make a Payment mnambiar@edocs.com
b Niew Statements mxax Haax xxxx 3338

i Last Login: 02/16,/2003 6:25 P EST
b Yiew Recent

Tranzactions
Delete Payee Account

b Manage Profile
¥ Ask Us a Question “ou have requested to delete the following business or person from your
list of payees, Click the Subrnit buttan to confirm your request,

» Sign St
“ou have requested to delete the following busines:s or person from your

list of payees, Click the Subrnit buttan to confirm your request,

Name: Marorie Abalos
Address: PO Box 254
City: El Segunda
State: A

ZIP Code: Q0245 -

S.E BEL. AccountHumber to be wuHxrdIZL

paid: [Sancal]

@ 1997-2005 SIEREL® , Inc All Rights Reserved.

Figure 2.81 — Delete Payee Step 1
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: Contact Us | FAQ:s | Sign Qut | Espariol
mrdmanager
iy Account MY

Make a Payment Manage Payment Accounts

Pay Other Bills

Gamer Mary Loug

¥iew Payment History Pay Other BEills

SIESEL.

b Make a Payment mnambiar@edocs.com
B View Statements e Mwax xxxx 3338

i Last Login: 02/16,/2003 6:25 P EST
b Yiew Recent

Transactions Wwith Pay Other Bills you can use your Siebel Banki® -issued credit card to
» Manage Brafile pay vour other bills, Pay Other Bills is perfect far
Manage Hratile

b Ask Us a Question

® everyday billz zuch as your electric, telephone and cable TV

¥ Sign Ot ® one-time billz such 25 3 car repair, plumbing work or meadical
expenses
® ongoing bills like rent, car payrnents and even ather credit cards

Make a Bill Payment 5 Tips
Currant Available Credit: $1,000.00 How to Use Pay Other

Payee Amount Eills
1, Tell us WHO to pay
b L 1
SIEBEL. | Select Payee Account (| # Click the "Add Payee”
button to enter th
-- (Amounts must be entered in dollars and cents) bﬁsionZs:eesnoer'rpe:ple
Learn rmore about Pay Cther Bills vou wantto pay, You

Can Create up to faur

paypees and can stare
Current Payee Accounts them for future use,

Description Account Mo, Actions 2, Tell us HOW MUCH to
. pay. Select a payee
Michael Kleaman HHHHHETDD - from the draop-down list

and enter the amount

you wantto pay them,

32, Submit your request.

Click "Mext" ta
canfirm yaur
selections, We will
send each payee a
check for the amount
you requested, Once
they depositit, the
arnount will appear on
vour balance,

For more information
abaout Pay Other Bills,
visit the Answer Center,

@ 1997-2005 SIERELE , Inc All Rights Reserved.

Figure 2.82 — Delete Payee Step 2
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2.15.5 Make Direct Bill Payment (760)

Contact Us

FAQ:s | Sign Qut | Ezpafiol

cadmanager
ATTETNY Payments

Make a Payment Manage Payment Accounts ¥iew Payment History Pay Other BEills

Pay Other Bills

SIEBEL
Garmer Mary Loug
b Make a Payment mnambiar@edocs.com
¥ View Statements WHNN MMNN Xxxx TEIE

i Last Login: 02 /16 /2005 6:25 PM EST
b Wiew Recent

Transactions With Pay Other Bills you can use your Siebel Bank@® -issued credit card to
b Manage Profile pay vour other bills, Pay Other Bills is perfect far
Manage Frotile

b Ak Us a Question

everyday bills such as your electric, telephone and cable TV

b Sign Cut # one-time bills such as a car repair, plumbing work or medical
expenses
® ongoing bills like rent, car payrnents and even other credit cards

Make a Bill Payment Tips

Currant Available Credit: $1,000.00 How to Use Pay Dther
Payee Armount Bills
- | 1, Tell us WHO to pay
v : E .
SIEBEL. | Mhesl Kleeman | $110.00 Click the "Add Payee
— 1 buttan to enter the
|Mat:|or|e Abalos | ${1o0.00] businesses or people
wou wantto pay, You
-- (Arnounts rmust be enterad in dollars and cents) can create up to four

payeas and can store
thern for future use,

Current Payee Accounts 2. Tell us HOW MUCH to
pay. Select a payee
Description Aecount Mo, Actions from the drop-down list

and enter the amount
wou wantto pay them,

Learn more about Pay Cther Bills

Michael Kleeman KKEExETED

3, Submit your request.
Click "Mest" to

canfirm yaur

zelections. We will
send each payee a
check for the amount
you requested, Once
they depositit, the
amount will appear on
vour balance,

Marjorie Abalos Hxxxd321

For more information
abaut Pay Other Bills,
visit the Answer Center,

@ 1997-2005 SIERELE , Inc All Rights Reserved.

Figure 2.83 Pay Other Bills Payment — Step 1



cardmanager

Make a Payment

Quick Links

b Make a Pavment
b Miew Statements

b Miew Recent
Transactions

b Manzage Profile
b Ask Us a Guestion
b Sign Out

SIEBEL.

Siebel Self-Service for Cards Application Use Cases

m Self Service " Help

¥iew Payment History

I'-'.avments

Manage Payment Accounts Pay Other Eills

Pay Other Bills SIESEL

Gamer Mary Loug
mnambiar@edocs.com

XxXXX XXXX Xxxx 3838

Last Login: 02/16/2005 6:25 PM EST

v Payment Information

Payee Arnount

Payment 1 $10.00

Michzel Kleeman

one Apple Hill Drive

Matick, MA 01760

Account Mumber: xxxxx67E9

Payrment 2 $100.00

Marjorie Abalos

PO Box 254

El Segundao, CA 90245
Account Mumber: xxxxx4321

Total $110.00

I:lBl,- checking this box, I agree to the Pay Other Bills Ferms of Offar
deszcribed below, and I accept the Consent fo Elactronic Records and Termz of
Offer disclosures as displayed on thiz page. I understand that I have the
right to withdraw ry consent az described in the Conzent to Electronic
Fecards sedtion.

Notifl,l rme by ermail when payrnent is subrnitted.

| Submitl-l Cancel |

Terms of Offer

We will honor vour Pay Other Bills request provided vour Account iz in good
standing (as defined below) and has sufficient available credit on the date
of request and the date the transzaction is processzed for posting, Each Pay
Other Bills transaction ["Bill Payrment") posts to vour Account as a
promotional cash advance, Except az descaibed below, all terms of vour
Cardrnernber Agreernent apply to Bill Payrnents, Pay Other Billz mmay not be
used to rnake payments on any account izsued by Siebel Bank, or to any
Account holder, joint Account holder ar any authorized uzer of the Account,
or to any payes outside of the United States. Each Bill Payrnent shall be
between $5 and $4,000.

There is no cash advance fee for Bill Payrments, The intraductary daily
periodic rate for Bill Payrents is ,00000%, corresponding to an Annual
FPercentage Rate (APR) of 0.00%. This rate is fixed for each Bill Payrment
for 90 days frorm the day the tranzaction posts to your Account. After this
period, the APR for each Bill Payrnent will convert to the Cash Rate, In
addition, the APR applicable to all Bill Payrnent balances will irmmediately
convert to the Cash Rate if your Account ceases to be in good standing at
any tirme. Whenever any Bill Payrnent balance converts to the Cash Rate
for any reason, that balance is thereafter treated as an ordinary Cash
Adwance for all purposes.

=

Far the purposes of this offer, your account will not be in "good standing” i
[1) you fail to make at least the minimum payrment due on your Account
by the "Pay By" date shown on your staternent; [2) the outstanding
balance an your Account exceeds its assigned credit limit for any reasan;
(3] your Account is closed for any reason; or, (4] you have otherwise not
carnplied in all material respeds with any of the terms of your Cardrmember
Agreerent then in effect. We rmay elect not to enfarce any of these
conditions at any time without being deermed to have waived them in the
futura, We rnay. at our discretion, change the terms of or withdraw this
offer at any time.

Your Account iz issued by Siebel Bank, Matick, MA,

Conszent to Electronic Records
By zubrnitting the paymentz under Pay Other Bills, vou agree that vou have
demonstrated vour ability to access the information on these web Dage

Contact Us | FAQs | Sign Cut | Espancl

Figure 2.84 — Pay Other Bills Payment — Step 2
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Contact Us | FAQs | Sign ©ut | Espafial
cardmanager

Make a Payment Manage Payment Accounts

Quick Links Pay Other Bills

Gamer Mary Loug

¥iew Payment History Pay Other Bills

b Make a Payment mnambiar@edocs.com
B View Statements WA WéHX wxxx FEIE

Last Login: 02 /162003 6:25 PM EST

Payment Submitted
b Manage Profile

b Ask Us 3 Question Thank you! Your Direct Bill Pay request has been received.
To ptint thiz page, uze your browser's print button.

b View Recent
Transactions

b Siqn Qut
A check for the armount you indicated will be zent to each payee listed below
within two business days, Checks are sent by first-clazs mail, so pou should
allow 7-10 business days for the payment to be received and processed by
yvour payees, Your credit card account will be charged at that tirme,
It ray take up to 14 days before you see the transaction posted to your
credit card account.
Payee Arnount
Payment 1 - Payment Submitted $10.00

S.EBEI— Michael Kleeman

ane Apple Hill Drive
Matick, MA 01760
Account Mumber: xxxex6TEY

Payment 2 - Payment Submitted $100.00
Marjorie Abalos

P Box 254

El Sequnda, CA 30245

Account Mumber: xxwwmxd321

Total $110.00

@ 1997-2005 SIEREL® , Inc All Rights Reserved.

Figure 2.85 — Pay Other Bills Payment — Step 3

Name: Make Pay Other Bills Payment
Brief Description: | Card Member makes a Pay Other Bill payment
Trigger: Card Member navigates to Make Direct Bill Payment page

Main Path: 1. System displays the Pay Other Bills page displaying a list of current
payees that have been set up with account information and form for
making up to four payments:

a. Payee account (Up to 4 drop downs)

Amount (Up to 4 entry fields)

Actions: ; Next; Clear

Payee Name

Account number (masked except for last 4 digits)
Actions: Edit; Delete; Add Payee

® oo

2. Card Member selects up to 4 payees and enters a payment amount for
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each
Card Member selects Next
4. System validates form input and checks that credit is available [E1]

System redirects card member to Review Payment page:
Payee Name

Payee Address (Street, City, State, ZIP)

Account Number

Amount

Agree To Terms

Actions: Submit; Back; Cancel, Agree To Terms

-0 o0 o

6. Card Member checks Agree To Terms and submits payment [E2]

7. System sends an ODS request (Balance Transfer) request to make
each payment [E3]

8. System sends e-mail to profile e-mail address

9. System displays Confirmation page displaying same information as
Review Payment page with a note next to each payment stating
Payment Submitted or Payment Failed

[E1] Card Member enters one or more invalid input fields:
1. System displays the input form containing previously entered fields
and a message indicating that input was invalid
[E2] Card Member does not check Agree To Terms
1. System redisplays page with a message stating that the card
member must agree to terms
[E3] System ODS request fails:
1. System displays error message

[B1] The number of available Payees for Make Payment (i.e., the number
of drop-down selection boxes will be the same as the number of
Payees that have been added up to a maximum of four.

[B2] Terms are decided on basis of Misc 10 field: Z =90days (only one
working currently)

[B3] Show Pay Other Bills tab if eligible:
1. Misc Field 10 Position 1 is Z

External Status of “* (blank)

Internal Status of ““ (blank) or “N”

NOT Statement Hold Code of “R”

NOT Auth Flag of “A”

NOT # of Plastics of “0”

o0 A~ WD

System will obtain Flags from the billing system at login:
¢ CHDHLDR Misc Field 10 Position 1:
e CHDHLDR External Statuses: blank
e CHDHLDR Internal Statuses: blank, N
e CHDHLDR Statement Hold Code: Not R
e CHDHLDR Auth Flag: Not A
e CAP Plastics Count: Not 0
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Each payment is a separate ODS Call

In order to process a 90 days seamless cash the billing system also needs
a ticket terms code. Ticket terms code is 5232.

If any of the ODS calls fail the Payment Submitted is currently highlighted in
red. The card member has to try again.

Siebel Self-Service for Cards must collect information confirming card
member’s agreement to terms and conditions and save this permanently to
answer potential future queries (like an electronic signature). The
information saved will allow a query that returns for all card members that
have accepted terms and conditions: User ID, SSN, Timestamp, Type of
agreement (Paper off, Direct bill payment)

Form Validation

Payment Amount | Amount to be paid. Must be > or = $5.00 and < or =

$4,000

2.16 System Use Cases

The system use cases cover the business requirements for actions initiated by the system
based on configurations or jobs set up by the system administrator.

This section consists of the following use cases.

Read and Store Card Member Account and Status Information — System collects
account information from the billing system and stores it for later use to drive
navigation.

Validate CVC/CVV Number — System validates CVV/CVC number entered by
card member against CVV/CVC number stored by the billing system.

Upload User Profile - System uploads User Profile to transition card members from
the existing Incurrent database into the Siebel Self-Service for Cards database.

Upload Pay Other Bills Payee Data — System uploads Bill Payee data for Pay Other
Bills function to transition card members from the existing Incurrent database into
the Siebel Self-Service for Cards database.

Decrypt Password — System decrypts password on migrated user profile file.

Upload CHD Data — System reads the daily Change Data (CHD) file sent from the
billing system to update Siebel Self-Service for Cards with changes that have been
made to online accounts through FDR processes. System generates alerts based on
card member preferences and system configuration.

Upload MSR Data — System reads the daily statement cycle (MSR) file sent from
FDR to update Siebel Self-Service for Cards with statement data.



Siebel Self-Service for Cards Application Use Cases

o Upload MON Data — System reads the daily Monetary (MON) file sent from FDR
to update Siebel Self-Service for Cards with recent account activity.

e Send E-mail Notification — System sends an e-mail to notify the card member of a
system event (See Appendix A — E-Mail Notifications), for example, that the
statement is available, or a card member configured alert has been triggered.

o Log User Activity — System logs card member and CSR User activity

¢ Create Management Report — System creates a management report on request
(either by Scheduler or Administrator).

¢ Validate Banking Information - System calls EPICWare software to validate a pair
of DDA and ABA numbers. EPICWare software returns a success or error code and,
in some cases, a repaired ABA number.

2.15.1 Read and Store Card Member Account and Status Information (900)

Read and Store Card Member Account and Status Information

System collects account information from the billing system and stores it for
later use to drive navigation

1. System calls ODS to retrieve card member information using Account
Number and stores it for use in card member session: [E1] [E2]

a. Primary Name

Secondary Name

External and Internal Status Codes
Paper Off Eligible Flag

Paper Hold Flag

Card Code (for brand)

Direct Bill Pay Eligible Flag
Balance Transfer Eligible Flag
Billing Zip Code

Address

Product Type Code (for secured card)
Payment Due Date

Minimum Payment Due

Past Due Amount

Amount Over Credit Limit

Last Payment Amount

Last Payment Credited Date
Current Available Credit

Current Available Cash Advance
Recent Activity (Pending Transactions)
Credit Limit

Current Balance

Se@ o aoo0o0CT

£ " v Q2T o353

<

2. System stores Social Security Number in Siebel Self-Service for Cards
database for use in locating card member account by SSN for the card
member Profile page [Al] [A2]

5. Use case ends
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[Al] Card Member is already enrolled and logs in:

1. System calls ODS to get e-mail address and stores it for use in
card member session

2. Use case ends

[A2] Card Member enrolls:
1. System calls ODS to get:
a. Social Security Number
b. Expiration Dates
c. Card Member Name (as on the card) for name validation
2. Use case continues from Main Path step 2

[E1] Account number doesn’t exist at the billing system:
1. System sets error message and return code

[E2] System ODS request fails:

1. System will return an error message asking card member to try
again later

If Siebel Self-Service for Cards does not already have card member’'s SSN
(card member is enrolling or is being migrated from Incurrent system, then
Siebel Self-Service for Cards must store the SSN in its database so that
CSR Users can perform a query for card member accounts by SSN.

2.15.2 Validate CVC/CVV Number (901)

Validate CVC/CVV Number

System validates CVV/CVC number entered by card member against
CVV/CVC number stored by the billing system

1. System reads the CVV/CVC numbers of cards issued to the card
member and checks them against the CVV number entered by the
card member. (See business rules, [B1] [B2])

2. Use case ends
[B1] Validate CVV: Check expiration reissued expiration and manually

updated expiration in turn and if all three fail the validation fails. (See
also example code.) Use following logic:

1. Call ODS to get name, soc sec, expiration date, Billing Zip
Code from CHDHDLR view

2. Call ODS to get available CVV/CVC values from
EMBOSS_TEMP view using expiration date information from
step a.

3. Check CVV matches CVV provided by user.

[B2] CVV code of “000” is a valid code. If expiration date is “00000000”
don't use it (e.g., for new cards not all expiration dates are set)

2.15.3 Upload User Profile (910)
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Upload User Profile

System uploads User Profile to transition card members from the existing
Incurrent database into the Siebel Self-Service for Cards database

1. System reads User Profile data:
Card Member Account Number
Login ID

Password

E-mail Address

Bank Account Number

Routing Number

Language Preference

Locked Flag

Disabled Flag

2. Decrypt Password
3.  System converts Password to upper case

STe@ ~0ooo0oToe

4.  System stores User Profile data in Siebel Self-Service for Cards
database

5. Use case ends

Field separator will be “||” (double pipe)
Account Protection Plus Not Needed in User Profile file but pre-fill

Confirm fields during detailed design

Card Member Profile Format

Card Member Numeric 16
Account Number

Card Member String 30
Login ID

Password String 12
E-mail Address String 50
Bank Account Numeric 17
Routing Number Numeric 9
Language Boolean 1
Preference

Locked Flag Boolean 1
Disabled Flag Boolean 1
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2.15.4 Upload Pay Other Bills Payee Data (920)

Upload Direct Bill Payee data

System uploads Bill Payee data for Pay Other Bllls function to transition
card members from the existing Incurrent database into the Siebel Self-
Service for Cards database

1. Upload Payee data:
Account Number
Payee Account Number
Payee Name

Address Line 1

City

State

Zip Code

@ "0 oo oo

2. System stores Payee data

3. Use case ends

Multiple payees per card member.
2000 enrolled users with around 700 actively used.

Field separator will be “||" (double pipe)

Payee Data Format

Card Member Numeric 16
Account Number

Payee Account String 21
Number

Payee Name String 26
Address Line 1 String 26
City String 18
State String 2
Zip Numeric 9

2.15.5 Decrypt Password (921)

Decrypt Password

System decrypts password on migrated user profile file.

1. System reads password
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2. System decrypts password

3. Use case ends

The decryption key and algorithm for decrypting password is configurable for
each engagement,

2.15.6 Upload CHD Data (970)

Upload CHD Data

System reads the daily Change Data (CHD) file sent from the billing system
to update Siebel Self-Service for Cards with changes that have been made to
online accounts through FDR processes. System generates alerts based on
card member preferences and system configuration.

1. System reads transactions from CHD file:

a. For each record, system determines whether an e-mail notification
is required and sends e-mail according to rules defined in Send E-
mail Notification use case:

i. Credit Limit Reached

ii. Balance is Within $X of Credit Limit
iii. Balance Exceeds $X

iv. Payment due in X days
v.Balance drops below $X

b. For each change to bank information, System updates the card
member’s bank account information, sends an e-mail to the card
member’s account profile e-mail address

c. For each change of account due to lost or stolen credit card, make
update to card member’s Account Number. (See Account Transfer
Logic for the logic associated with this business process.)

d. For each e-mail address change, update Siebel Self-Service for
Cards database with changed e-mail address.

e. For each new card member account create an entry in the Siebel
Self-Service for Cards database so that card member can enroll.

If bank account changes, a record will be created in the Change Data (CHD)
file containing account type DDA, ABA.

Billing system may deliver files in any sequence.

Billing system will deliver a file even if it contains no records.

Billing system e-mail address format in the Change Data file is:

e HOME-EMAL-ADDR-TX X(50)
e HOME-EMAL-SLCT-IN X

e HOME-EMAL-STTS-IN X

¢ HOME-EMAL-OPRT-ID X(4)

¢ HOME-EMAL-TRMN-ID X(4)

However, HOME_EMAL_ADDR_TX is the only field Siebel Self-Service for
Cards needs to store. E-mail indicators will always be set to the same values
on outgoing messages. Operator and Terminal ID will not be used.

Siebel Self-Service for Cards Application Guide | 141



Siebel Self-Service for Cards Application Use Cases

CHD File Format

The CHD data file is a modified version (subset) of the CHD file as defined by the FDR
document, “COMBINED CARDHOLDER MASTER AND FLAP FILE (095)” Version “03.9.4
— MAJOR.” See below for a list of the fields used by Siebel Self-Service for Cards. For full file
specification, see Appendix G — CHD File Format

Primary Key for card member account. If this Account
Number is not already enrolled, Siebel Self-Service
for Cards will assume that this is a new account and
create a new entry in the database.

1 Account Number

Use to update card member’s Bank Account
4 Transit Routing Number information in the Siebel Self-Service for Cards
database

Use to update card member’s Bank Account
5 Checking Account Number information in the Siebel Self-Service for Cards
database

Use to update card member’s Bank Account
6 Savings Account Number information in the Siebel Self-Service for Cards
database

7 Credit Line Used for alerts

Account Number Reference. For Lost & Stolen.
9 Cross Ref Account Number (Contains new account number before Account
Transfer Date, blank after that date)

Additional Account Name Reference. For Lost &
11 New XREF Number 2 Stolen. (Contains old account number on Account
Transfer Date, blank before this date)

For Lost and Stolen. This is the date the actual
transfer to the new account will take place. On this
date the transfer will be completed, Siebel Self-
Service for Cards should use the new account
number (which will be in the Account Number field)
for all transactions and the field will be blank.

12 Account Transfer Date

14 Payment Due Date For payment due notification

18 Current Balance For alert

Present if an CSR User changes E-mail address at
FDR.

Use to update information on CSR User card member

21 E-mail Address .
Profile page

Also update card member’s profile in Siebel Self-
Service for Cards
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6. Confirm that if account does not exist in Siebel
Self-Service for Cards, it can be assumed to be a
new card member account.

7.  Forlost & stolen cards, the new account must
be linked to all previous accounts so that all previous
history is displayed and the history displays the (last
four digits) of the corresponding account number.

2.15.7 Upload MSR Data (972)

Upload MSR Data

System reads the daily statement cycle (MSR) file sent from FDR to update
Siebel Self-Service for Cards with statement data.

1. System reads transactions from MSR file:

a. For each record, system determines whether an e-mail notification
is required and sends e-mail according to rules defined in Send E-
mail Notification use case

b. Forinformation that is required for presentment of statement
information, the system stores information in card member database

See data formats in Appendix B — MSR Data Format

MSR Data Format

The MSR data is as defined by the FDR document, “CARDHOLDER STATEMENT TAPE
FORMAT (015)” Version “04.1.1 - MAJOR.” See Appendix B — MSR File Mapping for a
mapping of MSR fields to Siebel Self-Service for Cards statement data.

2.15.8 Upload MON Data (971)

Upload MON Data

System reads the daily Monetary (MON) file sent from FDR to update Siebel
Self-Service for Cards with recent account activity.

1. System reads transactions from MON file:

a. For each transaction, system determines whether an e-mail
notification is required and sends e-mail according to rules defined
in Send E-mail Notification use case:

i. Payment Posts To My Account
ii. Credit Return Posts To My Account
ii. Posted Item Exceeds X$ (Only applies to Debits)

b. Forinformation that is required for presentment of Recent Activity
information, the system stores information in card member database

Siebel needs new FDR 037 file formats (requested on 3/23/04) to finalize
these requirements.
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MON Data Format

The MON data is as defined by the FDR document, “COMBINED CARDHOLDER MASTER
AND FLAP FILE (095)” Version “03.9.4 — MAJOR.” See Appendix C — Monetary File Format
for a mapping of MSR fields to Siebel Self-Service for Cards statement data.

2.15.9 Send E-mail Notification (930)

Send E-Mail Notification

System sends an e-mail to notify the card member of a system event (See
Appendix A — E-Mail Notifications), for example, that the statement is
available, or a card member configured alert has been triggered.

System detects an event that should result in an e-mail to the card member

1. System determines that card member requires an e-mail notification
[Al] - [A22]

2. System retrieves e-mail address of card member [B1]

3. System sends e-mail message to the SMTP server

[Al]Secure Message Reply available (real-time):
1. CSR User creates a response to a Secure Message
2. System creates a real-time e-mail naotification

[A2]Convenience checks ordered (real-time):
1. Card Member orders convenience checks
2. System creates a real-time e-mail notification

[A3]Card Member profile changed (real-time):
1. Card Member changes address, e-mail address, or phone number
2. System creates a real-time e-mail notification

[A4]Card Member paper status changed (real-time):

1. Card Member turns paper on or off

2. System creates a real-time e-mail naotification
[A5]New statement is available AND e-mail has not been sent for the
current cycle (batch, MSR):

1. System creates a batch e-mail notification
[A6]Payment is past due AND enrolled in Siebel Self-Service for Cards
(batch, CHD)

1. System checks that Current Date is greater than Payment Date
and Payment Past Due Alert Flag

2. If payment is past due, system creates a notification that includes
the payment date, payment date and URL to the QuickPay page

3. System creates a batch e-mail notification
[A7]Payment due within x days (batch, CHD, once per statement
cycle):
1. If Current Date - Payment Due Date < X System creates a batch e-
mail notification
[A8]Credit limit is reached (batch, CHD):
1. System checks that Current Balance meets or exceeds card
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member’s Credit Limit
2. Iflimit is reached and e-mail has not already been sent for this
condition, system creates a batch e-mail notification
[A9]Within $X of Credit Limit (batch, CHD, once per statement cycle):

1. If Current Balance - Credit Limit < 0 AND an e-mail has not been
sent already for this statement cycle, the system creates a batch e-
mail notification

[A10] Balance exceeds x amount (batch, CHD, once per statement
cycle):

1. If Current Balance > X AND an e-mail has not been sent already
for this statement cycle, the system creates a batch e-mail
notification

[A11l] Balance drops below x amount (batch, CHD):

1. If Current Balance < X AND an e-mail has not been sent already

for this condition, the system creates a batch e-mail notification
[A12] Payment posts to account (batch, MON):

1. System reads MON file

2. System finds payment posted to Account

3. System creates a batch e-mail notification

[A13] Credit posts to account (batch, MON):
1. System reads MON file
2. System finds credit posted to Account
3. System creates a batch e-mail notification

[A14] Transaction exceeds x amount (batch, MON):
1. System reads MON file
2. System finds transaction for > $X for Account
3. System creates a batch e-mail notification

[A15] Card Member enrolls:
1. Card Member submits enrollment information
2. System creates a real-time e-mail notification

[A16] Payment submitted:
1. System creates a payment record in the payment file
System creates a real-time e-mail notification

[A17] Direct Bill Pay payment made
1. Card Member submits a Direct Bill payment
2. System creates a real-time e-mail notification

[A18] Suppress Paper Statement request submitted
1. Card Member submits a Suppress Paper request
2. System creates a real-time e-mail notification
[A19] Card Member Changes Payment Account Information
1. System creates a real-time e-mail notification
[A20] Payment account information changed (in CHD file):
1. System reads CHD file
2. System finds account changed transaction
a. System updates card member’s payment account information

[B1] If card member has configured a separate alert e-mail address, send
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the alert notification to that address, otherwise use the card member’s
profile address.

[B2] All system-generated e-mails go to the profile e-mail address. Note:
FDR is the system of record, so this is updated during the daily CHD file
upload process if the e-mail changes at FDR.

[B3] If system event is a change of e-mail address, send a notification to
both the old and new e-mail address.

[B4] In the event of any update to the card member’s profile address, or
phone number, the system will send a fraud alert notification to the card
members current profile e-mail address.

[E1] No e-mail address for the card member:
System ignores request and does not send any e-mail

The following alert notifications (e-mails) are driven off the Credit Limit (CL)
and/or Current Balance (CB) received in the daily FDR Change Data file:

1. Credit Limit Reached
2. Balance is Within $X of Credit Limit
3. Balance Exceeds $X
4. Balance Drops Below $X
5. Payment Due in X days
The following e-mails are driven off the Monetary (MON) file and should

contain a URL that re-directs the card member to Recent Activity page after
successfully authentication into Siebel Self-Service for Cards:

1. Payment Posts To My Account

2. Credit Return Posts To My Account (Details for differntiation Credit
versus Payment transactions are in the MON file)

3. Posted Iltem Exceeds X$ (Only applies to Debits)
The following e-mails are generated in real-time in response to card
member actions
1. Convenience checks ordered
Paper turned on or off
Address changed
E-mail address changed
Phone number changed
. Card Member enrolled

(Note that multiple e-mails may be generated for real-time e-mails in
the same day)

o0 s wN

No more than one e-mail will be sent per day per type of e-mail (batch),
regardless of number of transactions that meet the criteria in the daily file.
(But multiple e-mails will be created for different types of transaction)

New Statement Available e-mail is triggered by monthly bill load of the bill
data file (MSR file).

Personal occasion alert has been removed as a requirement.

Spending Threshold alert has been removed as it is covered by Posted item
Exceeds or Balance Exceeds alerts.

Card Member may enter an e-mail address specifically for alerts. This is
defaulted to the primary E-mail Address. If a user updates the Alert e-mail
address, the system stores this separately from primary (profile) address as
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a secondary e-mail address to be used for all alerts.

See Appendix A — E-Mail Notifications for specifications of alert e-mail
notifications.

2.15.10 Log User Activity (940)

Log User Activity

System logs card member and CSR User activity

User performs an activity that triggers a log event

System creates a log record including:

a.
b.
C.
d.

e.

Timestamp
Account Number
Action

Language Indicator

IP Address

System records event in the activity table

2.15.11 Create Management Report (950)

Create Management Report

System creates a management report on request (either by Scheduler or
Administrator).

System or Admin requests a management report

1
2
3.
4

System reads report parameters for specific report [A1]-[A12]

System generates a database query

System formats query results

System writes report to a file

Following Reports are generated (See System Reports in Section 6 for
further detail on all Reports):

Management Reports

o gk wNE

Card Member Activity Report

Card Member Profile Change Report
Daily Payment Report

Daily Direct Bill Pay Report

Address Change Report

Card Member Lockout Report
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7. CSR User Lockout Report

8. Secure Messaging Report
Security Reports

1. CSR User Profile Change Report
2. CSR Users Activity Report

3. CSR User Role Report

4. CSR User Security Violation Report
System Reports

1. Statement Monitor Report

2. User Information Report

3. System Utilization Report

Reports will be maintained for 4 months.

The Activity Report runs Midnight — Midnight. EST is fine. Central may be
better.

The Payment Report runs from 7pm EST — 6:59 pm EST.
Daily Direct Bill Payment Report runs from 7pm EST — 6:59 pm EST.

IE-mail failures will be reported

2.15.12 Validate Banking Information (980)

Validate Banking Information

System calls EPICWare software to validate a pair of DDA and ABA
numbers. EPICWare software returns a success or error code and, in some
cases, a repaired ABA number.

Card Member enters or updates ABA or DDA number.

1. System passes DDA and ABA number to EPICWare software

2. EPICWare returns results including return codes and possibly a repaired
ABA number

3. System returns repaired ABA number and return codes according to
EPICWare rules [B1]

[B1] If EPICWare code is 1,2, 3, or 4, return EPICWare success code but do
not change values of ABA number entered by card member. If EPICWare
code is 5,6,7, or 8, use modified ABA number and update Siebel Self-Service
for Cards database. If EPICWare code is 9, 10, or 11 return failure code



Card Manager Administration
(CSR)

3.1 Overview

The Case Management use cases cover the business requirements for allowing CSR
Users to manage card members.

CSR Users are assigned a role and are only allowed to perform a function if the role has
been configured to include the privilege to perform that function. In General, the ability
of CSR Users with different privileges to access to different functions is governed by the
tabs, buttons, or links displayed on the page.

This section describes the following use cases:
e Login— CSR User - Describes the mechanism whereby an CSR user logs in the CSR
application.

e Handle Card Member Inquiry - CSR User searches for card member information,
views the card member profile and takes action to satisfy a card member request or

query.

3.1.1 Log In -- CSR User (1000)

Log In (CSR User)

Describes the mechanism whereby an CSR user logs in the CSR
application.

1. CSR User selects a link to login to the system

2. System presents a form containing the following:
a. Login ID
b. Password
C. Actions: Login

CSR User completes the form and selects Login action [A1]

4. System authenticates CSR User and displays the Access Card
Member Profile page

5. Use case ends
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[Al] CSR User password has expired:

System redirects CSR User to Change Password page and
displays a message that the password has expired.

[A2] CSR User logs in with temporary password after being locked

out:

[B1]
[B2]

(B3]

[B4]

[BS]

System invokes Reset Password use case

Password expires in 60 days

Landing page for all CSR Users is the Access Card Member Profile
page

If the CSR User does not have privilege to view the Card Member
Profile, the user will land on the same page but with a message
asking the user to select page using the navigation bar and with the
navigation displaying appropriate tabs that the user has privileges to
use.

CSR User may not log in with a temporary password but must
change it before being allowed access. This is functionally the same
as when a CM logs in after being given a temporary password.

CSR Users are give access to different pages and functions
depending on their privileges.

Field Validation

*Login ID Look up in CSR Manager 8-12 alphanumeric. Not case
database sensitive. Must exist.

*Password Display is masked using 6-12 alphanumeric. Not case
asterisks sensitive. Must match value stored in

the CSR Manager
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csrmanager

Login

FProvide Your Login ID and Password below.

Login ID: |Csruser5 |
Password: |ooooooooooo |

% Paszwords automatically expire every 60 days,
# If locked out, please contact CIC,
# All time stamps are Eastern Time zone,

SIEBEL.

Figure 3.1 —Log In (CSR User)

3.1.2 Handle Card Member Inquiry (1010)

Name: Handle Card Member Inquiry
Brief CSR User searches for card member information, views the card
Description: member profile and takes action to satisfy a card member request or
query.
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1. User successfully logs into the system
2. System displays Access Card Member Profile page containing the
ability to search on the following: [B5]
a. Account Number
b. Social Security Number
c. Case Number
d. Actions: Authenticate; Clear
3. CSR User enters full Account Number, OR Social Security Number, OR
Case Number and selects Authenticate action
4. System makes ODS call to retrieve card member data:
Primary Name
Paper Off Eligible Flag
Paper Hold Flag
Direct Bill Pay Eligible Flag
Balance Transfer Eligible Flag
External and Internal Status Codes
Social Security Name
Billing Zip Code
Product Code (Brand)
j-  E-mail Address

Se@ -0 a0 oo

5. System displays card member profile information including: [A1] [A2]

[B7]

a. Name

b. Social Security Number
c. Account Number

d. Brand

e. Enrollment Date

f.  E-mail Address

g. Billing Zip Code

h. External Status

Internal Status
Paper Off Status

Enrollment Date/Time Failed [B2]

I. Enrollment Reason Failed [B2]

m. Login Name

n. Date Last Login

0. Logged In Status

p. Last Page Accessed

g. Login Failures [B3]

r. Date of Last Failure

s. Reason Failed

t.  List of alerts with alert title and date/time of last notification

u. List of service qualifications (CC, Add Auth User, Replace Card,
Payment Activity, Direct Bill Pay, Paper On/Off)

v. Access Status (Enabled or Disabled)

Reason for Disabled Access
X. Actions: Unlock CM; Temporary CM PWD; Jump To Page; Login
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As User; Payment History; Enable/Disable Access [B1]
6. CSR User selects action [A2-A6]
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[Al] Search on Social Security Number matches multiple Account
Numbers:

1.

4.

System displays Select Account page showing all accounts
matching the Social Security Number:

a. List of Accounts (in a dropdown box)

b. Actions: Authenticate; Back

CSR User selects account from the list

CSR User selects Authenticate

Use case continues from Step 3 of Main Path

[A2] CSR User selects Unlock CM:

1.

System displays a confirmation page:
a. Text Message confirming unlocking of the CM user
b. Actions: Submit; Cancel

CSR User confirms unlock by selecting submit action

System resets card member’s login failure status and enroll fail
count to zero

[A3] CSR User selects Reset CM Password:

1.

6.

System displays the Reset Password page:

a. Text Message confirming the password reset
b. Actions: Submit; Cancel

CSR User confirms by selecting the submit action

System displays a page displaying a randomly generated
temporary password, made up of 6 lower case letters and digits
(B4]

System resets the password to the temporary password value
System resets card members login and enroll fail count to zero
CSR User informs card member of new temporary password

[A4] CSR User selects Jump To Page:

1.
2.

CSR User clicks Jump to Page button.

System displays a read-only version of the page that the card
member is on, or if the card member is on a series of form entry
pages, the system will display the first page of the series. [B6]

CSR User may view the page, but will not have the ability to
perform any actions on the page or navigate to another page

[A5] CSR User selects Login As Card Member:

1
2.
3.

CSR User clicks Login as Card Member button.
System displays card member application Account Summary page

CSR User may navigate card member application and perform
actions as if they were the card member.

CSR User selects a tab to navigate back to CSR User functions
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[A6] CSR User selects Payment History:

1. System displays Payment History module from card member’s
Payment History page with all links disabled

2. CSR User views card member’s billing and payment transactions,
but is unable to make any changes to card member information
[A7] CSR User selects Enable/Disable Card Member Access:
1. System displays the Enable/Disable page: [B8]
a. Text Message confirming the enabling/disabling
b. Reason
c. Actions: Disable Access; Clear; Cancel

2. CSR User enters reason and confirms disabling by selecting
Disable Access action

3. System toggles the card member status and redisplays the card
member Profile page with a success message:

a. Disable Access action: “Successfully disabled the card
member”

b. Enable Access action: “Successfully enabled the card
member”
[A8] CSR User selects Case History:
1. System Displays Case History Page including: [B5]

a. Case Number

b. Opened (Date/Time)
c. Category

d. Owner

e

. Status (Open; Answered)
2. CSR User selects case
System displays Case Detail page

[E1] Card Member not found:

System displays the input form containing previously entered fields and
a message indicating that card member was not found

[B1] CSR Users will be able to perform actions depending on the
privileges they have been granted, which is dependent on the role
they have been assigned. If the CSR User does not have a privilege,
the system will not display the feature (in this case a button) that
allows the user to perform the action.

[B2] The system will not display the module of enrollment failures if there
are no failures. (Reasons for enrollment failure are CVV mismatch,
SSN mismatch, Account Number mismatch, Name mismatch, E-mail
mismatch, ZIP mismatch)

[B3] Reasons for login failures will be displayed on the same line. (There
are two possible reasons, either invalid password or invalid secret
answer)

[B4] For password reset, the system generates a random password. The
card member must change the password the next time he or she logs
in.

[B5] The system logs actions taken by a CSR User as defined in the
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(BE]

(B7]

(CSR)

Activity Log report use case

Jump to Page will display the last page recorded in the activity log,
only if the card member is still logged in. It will also log the specific
statement date that a card member has viewed

If CSR User selects Profile after performing an action, the System
will display the current profile.

Jump To Page displays the Last Page that the user was on at the time
the card member Profile was displayed, but the data on the page is not
displayed and error messages on the page are not displayed, because
the system is displaying a fresh page and form data is either in the card
member’s browser or session data. The Last Page will be the title of the
Page (as displayed in the card member’'s URL for the page). In cases
where multiple pages have the same name, the Last Page Accessed
will not uniquely specify the page, but will specify a set of related pages,
(e.g., data entry, confirmation pages)

Card Member information will be obtained from the billing system using
ODS calls as needed. (See ODS Calls By Feature).

Siebel Self-Service for Cards will capture card member’s SSN at login
so that each card member has an associated SSN and the system can
search for card member accounts by SSN.

All failures will be displayed until the card member logs in successfully
or CSR User resets them.

CSR Users need to see a card member’s eligibility for services. These
will be listed under Service Qualifications (See business rules for Order
Services use case for qualification): Convenience Checks/Replacement
Card/Add Auth (Qualify/Does Not Qualify)

Direct Bill Pay (Qualify/Does Not Qualify)

Paper Suppression Eligible/Paper Status (Qualify/Does Not Qualify,
Yes/No,)

Payment Activity (Yes/Blank).

Enrollment and Login failure details are obtained from activity logging
tables.

The list of alerts are obtained from the notification profile that is
maintained through the Manage Notifications use case.
Credit limit reached
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Statement available
Payment due
Balance within
Balance exceeds
Balance drops below
Payment posts
Credit posts
Transaction exceeds

The Payment Activity will be set to Yes if any online payments have
been made to the account at any time (so that there are entries on the
payment history page).

Card Member History will display date and time to be consistent with
other timestamps displayed by the CSR User application.

The system will display different tabs, buttons and links depending on
the CSR User’s privileges, See the table below and Appendix I, CSR
User Access Rules for further details.

If an CSR User is impersonating the user and the user is a “first-time
user,” then the CSR User will be taken directly to Account Overview
screen, by-passing normal card member enroliment steps. The card
member will then need to enroll as first-time user when he/she first logs
in.
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PRIVILEGE

DESCRIPTION

SYSTEM ACTION

View Card Member Profile

May view card member billing and
payment information but may not
make changes to card member
information

Show Card Member tab. Show
Payment History button

Accept, Return and Escalate
Case

May view card member case
history

Show Case History subtab.

Jump To Page

May view the page that the card
member is on, but not make any
changes to card member
information.

Show Jump to Page button

Enable/Disable Card
Member Access

May disable or enable a card
member account

Show Enable Access OR
Disable Access button. Display
current status.

Reset Card Member
Password

May reset a card member
password

Show Reset CM PWD button

View Payment History

May view card members case
history, but may not update card
member

Show Payment History button

Unlock CM

May unlock card member setting
login and enrollment count to zero
and allowing card member to try
logging in again

Show Unlock CM button

Login As Card Member

May access Siebel Self-Service
for Cards application as the card
member and make any changes
to the card member account

Show Login As User button.

ard Member

Cases

Users " Admin " Logout

Find Card Member

Access Card Member Profile

User: AR Wickrernasinghe, edocs Adrninistrator

Last Login: 02/28/2005 2:13 PM EST

Authenticate Card Member

O Arccount Hurmber | || || ” |

(0 case Humber |

@ Social Security Mumber

| Autherticate | | Clearl

SIEBEL.
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Figure 3.2 — Access Card Member Profile — Authenticate Customer

csrmanager

(TP R Cases | Users | Admin Logout

Find Card Member

Access Card Member Profile

Uszer: AR Wickremasinghe, edacs Administrator
Last Login: 03/01/2005 2:39 PM EST

Select Account

| 7871 1727 9365 1834 v

SIEBEL.

Figure 3.3 — Access Card Member Profile — Select Account
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csrmanager

Cases Users Admin Logout

Find Card Member

Card Member Profile

Uszer: AR Wickremasinghe, edocs Administratar
Last Login: 02/28/2005 2:59 PM EST

Card Member Profile Case History

Card Member Details

Cescription Walue Description Walue
Marne Greg Jarmes  Ermail Addrass uvedla@edocs. cam
Social Security Mo, 333765555  Billing Zip Code 01760
Account Number 7771 4848 5396 7807 Internal Status Code M
Enrollment Date 02/10/2005  External Status

Login Status

S‘EBEI—. Description Value
Login Mame gregjamesl
Date Last Login 02/16/2005 2:10 PM EST
Logged In Status Mo
Last Page Accessed
Lagin Failures =]
Cate of Last Failure ozf22/2005 03:49 PM
Reazon Failed Invalid pazsword

| Unlock <M | |Jump To Page | | Login As User || Reset Pwd || Payrment History |

Service Qualifications

Cescription Walue
Conv Checks, Add Auth User, Replace Card Gualify
Payrnent Activity

Fay Other Bills GQualify

Access Status

Current Status Reason

Enabled

Cisable Accezs

Figure 3.4 — Card Member Profile
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csrmanager

Cases " Users ° Admin * Logout

Find Card Member

Case History

User: AR Wickremasinghe, edocs Administrator
Last Login: 02/22/2005 2:12 PM EST

Card Mermber Profile Caze Histary

“ou are not authaorized to view one or more of the cases returned by this

zearch,

List Of Cases

Case Mo, Opened Cateqory Dwner Status

102001  10/27/2004 05:52PM Account Status Albert, Law Closed

1000001 114411/2004 01:35FPM Account Balance Albert, Law Qpen

1000002 1171272004 11:264M Dispute Albert, Lew Dpen
Transackion

S.EBEI—' 1000002 1171572004 12:08PM Account Balance vedla, Usha Closed

1000004 1171572004 12:02PM Dispute Albert, Lew Jpen
Transackion

1000009 11/30/2004 06:14PM Dispute Albert, Lev Open
Transackion

1000010 11/30/2004 06:16PM Dispute Albert, Law Cpen
Tranzaction

1000014 11/30/2004 06:34PM Dispute Albert, Lev open
Transackiaon

1000015 11/30/2004 06:38PM Dispute Albert, Lew Dpen
Transackion

1000041 0270172005 11:34PM Account Balance CS5R Case Queus Closed

1000045 0271372005 02:464M Dispute CER Case Queue Cpen
Transackion

1000047 027162005 08:06PM Dispute TSR Case Queue Qpen
Transackion

1000048 027128/2005 02:0424M Account Balance CS5R Caze Queus Open

1000049 02/28/2005 02:59PM Account Status CSR Casze Queus Cpen

Figure 3.5 — Case History
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csrmanager

T N T, Cases © Users . Admin ©° Logout

Find Card Member

Unlock CM

User: AR Wickremasinghe, edocs Administrator
Last Login: 027282005 2:59 PM EST

Unlock CHM

Do you want to unlock user? Press subrmit to confirm.

Cancel

SIEBEL.

Figure 3.6 — Unlock Card Member
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csrmanager .

Cases ° Users ° Admin *, Logout

Find Card Member

Card Member Profile

User: AB Wickrernasinghe, edocs Adrninistrator
Last Login: 02/23/2005 2:5% PM EST

Card Member Profile Case History

Card Member Details

Description Value Description Value
Marme Greg James  Email Address uvedla@edocz. com
Social Security Ma. 333765555  Billing Zip Code 01760
Account Murmber 7771 4848 5396 7807 Internal Status Code M
Entollrment Date 0210/ 2005 Esxternal Status

Login Status

Description Walua
SIEBEL. P

Login Mame gragjarnesl

Date Last Login 02f1&6/2005 2:10 PM EST

Logged In Status Mo

Last Page Accessed
Login Failures a
Cate of Last Failure 1}

Reazon Failed

|Jump To Page | | Login As User || Reset Pwd || Payrment History |

Sarvice Qualifications

Description Walue
Conw Checks, Add Auth User, Replace Card Qualify
Payrment Ackivity

Pay Other Bills Cualify

Access Status

Current Status Reason

Enabled

Disable Access

Figure 3.7 — Unlock Card Member Success
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csrmanager o

T T T Cases | Users | Admin Logout

Find Card Member

Password Reset

User: AB Wickremasinghe, edocs Administratar
Last Login: 02/28/2005 2:13 PM EST

Passwrord Reset

Do you really want to reset thiz user's password?

SIEBEL.

Figure 3.8 — Reset Password

cssrmanager -

Cases Users Admin Logout

Find Card Member

Locked Users

User: AR Wickremasinghe, edocs Adrministrator
Last Login: 02/28/2005 2:13 PM EST

Password Reset

Mew Password:
233w Ox85qc

Cormrnunicate thiz ternporary pazsword to the uzer and instruct himdher to
change the password upon login.,

SIEBEL.

Figure 3.9 — Reset Password Success
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csrmanager

" Logout

Find Card Member

Payment History

User: AB Wickremasinghe, edocs Administrator
Last Login: 02/28/2005 2:13 PM EST

Payment History

Crate Bank Payrnent Payrnent Status Confirmation Armount
Submitted Account Type Cption Mo

0%/ 28/ 2004 @ Minimurm Submitted 1036407355303 $140.00
10/11/2004 @ Specific Subrnitted 1097504538554 $200.00
10/18/2004 @ Spacific Subrnitted 1098112951019 $32.32
10/26/2004 @ Minirnurn Subrnitted 1098805283752 $140.00

S.EBEL @ - one-time Payment

Figure 3.10 — Payment History
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csrmanager

S NI T Cases © Users © Admin Logout

Find Card blember

Profile

User: AB Wickremasinghe, edocs Administrator
Last Login: 0272872005 3:47 PM EST

Disable Access

|As per user request |

Brief Reason:

| pisable fccess| | Clear| | Cancel |

SIEBEL.

Figure 3.11 — Disable Access
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csrmanager

Cases . Users . Admin . Logout

Find Card Member

Card Member Profile

User: AR YWickremasinghe, edocs Administrator
Last Login: 02/28/2005 2:47 PM EST

Card Member Profile Case History

| Successfully disabled the card rember. |
Deszcription Walue Description Walue
Marne Kirby Joeloe English  Ermail Address brmarceau@edocs. com
Social Security Ma, 555231111 Billing 2ip Code 01760
Account Mumber FETL 1727 9365 1834 Internal Status Code
Enrallment Date 10/27 2004  External Status E
SEsEL
Cescription Value
Login Marme joeeng
Crate Laszt Login 02/17/2005 3:22 PM EST
Logged In Status Ma

Last Page Accessed
Login Failures o
Crate of Last Failure 1}

Reason Failed

|Jump To Page | | Login As Llser” Reset Pud ” Payrnent Histary |

Service Qualifications

Deszcription Walue
Conv Checks, Add Auth User, Replace Card Does Mot Qualify

Payrment Activity

Pay Other Bills Does Mot Qualify
Access Status

Current Status Reazon
Dizabled A5 per user request

Enable Access

Figure 3.12 — Disable Access Success
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csrmanager

e, -
Cases - Users . Admin . Logout

Find Card Member

Card Member Profile

User: AR Wickrernasinghe, edocs Adrinistrator
Last Login: 02/22/2005 3:47 PM EST

Card Member Profile Case History

| Successfully enabled the card mermber |

Card Member Details

Cescription Walue Description Walue
Mame Kirby Joeloe English  Email Address brarceau@edocs, com
Social Security Mo, 555231111 Billing Zip Code 017&0
Account Murmber 7871 1727 9365 1834 Internal Status Code
Enrallment Date 10/27/2004  External Status E
SIEBEL.
Description Walue
Login Marme joeeng
Date Last Login 02f17/2005 3:22 PM EST
Lagged In Status Ma

Laszt Page Accessed
Lagin Failures n]
Date of Last Failure a

Reasan Failed

|Ju|'np To Page | | Login As User || Reset Pud ” Payrnent History |

Service Qualifications

Cescription Walue
Conv Checks, Add Auth User, Replace Card Does Mot Qualify
Payrnent Activity

Pay Other Bills Coes Mot Qualify

Access Status

Current Status Reazon

Ernabled

Disable Access

Figure 3.13 — Enable Access

3.2 Case Management Use Cases

The Case Management use cases describe the business requirements for allowing CSR
Users to retrieve, reply to and manage all online cases.

3.2.1 Respond to a Case (1020)
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Internal User

9

to A
Caze

Release Case
o

Customer History Tab
!

Escalate

Select Template

Customize
Terplate

h\-ﬁephf
]

W=

End
Respond
to
Case

Start
Respond /

PAotion?
| Open Case
Change Case
Status to
Wiew Mext Case, Opened
Mark Casze as
i envied
Get Mext
Un==signed
Caze
Display Case
Details page
Action™ Pes
Feply

Systemn

Di=pl=y
Assigned Cases
page

Change Status
to Unassigned

Oi=play Case
Log

Display
Custormer
Hi=tary

Di=play
Corfirmm
E=calation Page

User Canfirms

Create Secure
Message
Response

Mowe Case to
E=zcalate Queus

Send E-mail to
Cardmember

Di=play
Assigred Cases
Fage

Figure 3.14 — Activity Diagram For Respond To A Case

Siebel Self-Service for Cards Application Guide | 169



Card Manager Administration (CSR)

Respond to a Case

CSR User retrieves a case from a work list and submits a response to
a card member.

1. CSR User navigates to Cases tab and Assigned Cases sub tab [A1]

[B1]
2. System displays Assigned Cases page containing the following

columns:

a. Checkbox

b.  Case No. (hyperlink)

c. Created (Date/Time)

d. Last Updated (Date/Time)

e. Card Member Name

f. Category

g. Subject

h. Actions: Release Selected; Release All

3. CSR User selects the Case Number of the case to work on [A2] [A3]
4. System displays Case Details page for selected case, containing the
tabs:
a. Case Details
b. Actions: Change [Category]
. Case History
d. Case Log
e. As well as case context information:
f. Case Number
g. Card Member [Name]
h.  Account Number
i Category [dropdown box]
j- Status
k.  Created [Date/Time]
l. Opened [Date/Time]
m. Updated [Date/Time]
n. CSR UserID

0. Case Content [Full text of case (including previous messages in
reverse chronological order similar to Card Member Case Detail)]

p. Notes and Replies form containing the following fields:
g. Language [radio button] (Default to CM’s language)
r. Categories: [dropdown box] List of available sub-categories

s.  Template Category: [dropdown box] List of available response
templates (for given sub-category)

t. Content: Text box to enter Response
u. Actions: Paste; Reply/Close; Clear; Escalate; Cancel

5. CSR User selects a sub-category to answer the case [A4][A5][A6] [A11]

6. System populates list of templates for this sub-category in the template
dropdown menu.

7. CSR User selects a template and clicks Paste.

8. System populates the text box
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9. CSR User completes form and selects Reply/Close respond to case.
[A6] [A10] [B8]

10. System updates secure message status and stores secure message

11. System creates a notification e-mail (unsecured) containing a standard
e-mail template with a link to the Secure Message Inbox page and
sends it to the card member

12. System redirects CSR User to Assigned Cases page

[A1l] CSR User selects Search Cases:
1. System displays the Search Cases page: [A4][B4]
a. Case No. [checkbox; text field]
b. Account No. [check box; text field]

c. Age of Case [checkbox; dropdown box: 0-6; 7-12; 13-24; 25-
48, 49-72, >72)]

Category [check box; dropdown box]

e. Assigned/Not Assigned [checkbox; radio button: Not
Assigned/Assigned Owner selection dropdown]

f.  Queue: [checkbox; dropdown box: Escalated/Not Escalated]
g. Date Created [checkbox; (From Date) (To Date) fields]

h. Last Date Updated [checkbox; (From Date) (To Date) fields]

i.  Actions: Search; Clear
2. CSR User selects search criteria and selects submit action
3. System displays search details with results set including:
Search Details (criteria form)
Case No. (hyperlink)
Created (Date/Time)
Last Updated Date/Time
Card Member Name
Category
Subject (Case)

Actions: Accept Selected; Assign Selected; Link on case
number

4. CSR User selects link on case number [A7] [A8] [A12]

5. System displays Case Detail page with no reply box (view only):
[B9]
a. Case detail tabs
b. Case detail header
c. Case content
d. Actions: Accept; Back

[A2] CSR User Releases Cases:

1. CSR User selects one or more cases on the list of assigned cases
and selects Release Selected action

2. System changes status of the selected cases to unassigned
3. System redisplays list of cases showing only assigned cases

STe@ 0o o0 oo

[A3] CSR User selects Accept Next Case:
1. System selects the next unassigned case that the CSR User can
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work on and assigns it to the CSR User

System changes the status of the case so that other CSR Users
cannot work on it

System redirects the CSR User to the Case Detail page and
displays details of the case

[A4] CSR User selects Card Member History

1.

System displays Case History page including:

a. Case context information (same fields as Case Detail)
List of cases for this card member including:

b. Case No. (hyperlink)

c. Opened (Date/Time)

d. Category

e. Owner)

f.  Status

[A5] CSR User selects Case Log

1.

System displays Case Log page including:
a. Case context information (same fields as Case Detail)
Log Content for this card member including:

b. Update Date/Time
c. CSR

d. Action Type

e.

Note/Reply (Hyperlink to full text based on beginning of text)

CSR User continues by navigating to another page using tabs and
sub-tabs

[A6] CSR User selects Escalate [B4]

1.

2.
3.
4.

System displays Confirm Escalation page:

a. Case context information (same fields as Case Detail)

b. Text message (“Are you sure you want to escalate?”)

c. Text box to enter note

d. Actions: Escalate; Cancel

CSR User selects escalate action with or without entering note
System moves case to the escalation queue

System redirects user to Assigned Cases page

[A7] CSR User (with sufficient privileges) re-assigns case to different
CSR User [B3]

1.

CSR User (with Assign Case privilege) selects one or more cases
from list of cases

CSR User selects Assign Selected action

System displays Assign To User page including table of users for
this CSR User containing:

a. UserlID

b. Role

c. Number of Cases

d. Actions: Assign; Cancel

CSR User selects user and assigns to case
System redisplays the page containing:

a. Same information as before

b. Actions: Submit; Cancel
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6. CSR User confirms
7. System changes ownership of case
8. System takes CSR User back to search page.

[A8] CSR User edits the response template before sending

1. CSR User adds to or edits the response template after it has been
selected and populated in the text box.

2. Use case continues from Main Path Step 10

[A9] CSR User Changes Category:
1. CSR User selects a category from the drop-down menu [B7]
2. System changes the category for the case
3. System redisplays Case Detail page with the changed category
[A13]
[A10] CSR User accepts one or more cases from search results:
1. CSR User selects one or more cases from the list of case
2. CSR User selects Accept Cases action
3. System puts selected cases on the CSR User’s queue and
changes status to “Accepted”
[A11l] CSR User changes category to another category to which the
CSR User does not have access:
1. System releases case back to the general queue
2. System redirects CSR User to Search Cases page

[B1] Once an CSR User accepts a case, the case is “locked” and cannot
be edited by any other CSR User.

[B2] The Search Cases results page will be sorted to display the oldest
cases at the top of the list (First in First out).

[B3] Assign Selected is only available to an CSR User with Assign Case
privilege. Other CSR Users cannot see this button and can only
accept cases, release them back to the queue or escalate them to
the escalated queue.

[B4] CSR Users are not required to add a note when escalating.

[B5] The CSR User activity report will log each case that has been
viewed.

[B6] The case category can only be changed by the owner of the case
when the case is open

[B7] The CSR User may not select the Reply & Close action without
selecting a template

[B8] If the CSR User selects a case from the Search page, the Accept
Button will only be displayed if the case is not Accepted

Time created is the time the case was opened by the card member.
Time last updated is the time case was closed or updated by an CSR
User.

The case list could be a scrolling list (up to about 200 cases) or paging.
If it uses paging, it should display 30 cases to a page.

The system will display different tabs, buttons and links depending on
the CSR User's privileges.

The Assign Selected button is only active when the CSR User has
selected a category in the Search Cases screen and all the selected
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Privileges

cases are for the same category.

CSR User name on the display should be displayed in format First
Name Last Name, e.g., “Adam Smith”

If an CSR User enters any text in the content area before selecting
Change Category, this text will be ignored

The list of users that an CSR User can select from on the Search
Cases page will only include CSR Users whose profile includes one or
more of the categories assigned to the CSR User performing the
action. This also applies when the CSR User selects the Assign
Selected button from the search results.

See list of categories. Note that the sub category name and template
name for Dispute Transaction will be Miscellaneous and Blank
Template respectively.

If the Assigned/Not Assigned checkbox is not selected, the results will
include cases that are both accepted and not accepted

The status and sub-status corresponding to different actions are:
Created - Open / Unassigned; Accepted - Open / In Progress;
Released - Open / Unassigned; Escalated - Open / Unassigned;
Assigned- Open / In Progress; Replied - Closed / Replied; Reopened -
Open / Unassigned; Changed Category - Open / In Progress or Open /
Unassigned; Closed - Open / Deleted By CardMember

If no user is selected from the pull-down menu then all users assigned
users will be returned.

If the CSR User selects search by case number and the search is
successful, the system should redirect the user to the Case Details
page with the result.

Truncate subject (to maximum length that fits, about 20 characters
followed by space and three periods) if subject is too long to display on
one line

Accept, Return and Escalate | CSR Users with this privilege may | Show Cases tab. Show all

Case reply to cases that they have buttons except Assign Selected
taken off the queue, and may also | and Mark Case as Viewed
return them to the queue or
escalate them to an escalated
queue.

Assign Case Supervisors and other managers Show Assign Selected button

may assign or re-assign any
cases for categories to which they
have access rights to a member of
any of those categories.

Show list of users belonging to
the list of categories to which the
user has access.
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cssrmanager

Card Member JUFTTYER Users * Admin ° Logout

Assigned Cases Search Cases

Assigned Cases

User: AR Wickrernasinghe, edocs Adrinistrator
Last Login: 027282005 3:47 PM EST

|Accepted a new black of 7 cases

List of Assigned Cases

Case Mo, Created Last Updated Card Mermber Name Cateqory Subject

I:l 1000042 02/02/2005 02/28/2005 Jdarnes Greg Cispute Marn Receipt of ...
12:36AM 03:52PM Transackion

¥ 1000043 02/03/2005 02/28/20035 James Greg Dispute Unauthorized ...
04:42PM 0Z:52PM Transackion

I:‘ 1000044 02/03/2005 02/28/2005 James Greg Dispute Incorrect ...
04:45PM 0Z:52PM Transackion

SIEBEL. _ _

Fl 1000045 02/13/2005 02/28/2005 Garner Mary Loug Dizspute Mon Receipt of ...
02:d4eimM 03:52PM Tranzaction

I:l 1000047 02716/2005 02/28/2005 Garner Mary Loug Dizpute Unautharized ...
0g:06PM 03:52PM Transackion

I:l 1000048  02/18/2005 02/28/2005 Garner Mary Loug Aiocount What is my ..
0Z:044M 03:52PM Balance

¥ 1000042 027282003 02/28/20035 Garner Mary Loug Account Status Account Status

oz:59PM 03:52PM

| Release Selected | | Release All |

Figure 3.15 — Assigned Cases
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csrmanager -

Card Member JEOVSORR icors ¥ Admin

Assigned Cases Search Cases

Logout

Assigned Cases

User: AB Wickremasinghe, edocs Administratar
Last Login: 02/28/2005 3:47 PM EST

Release Case(s)

Case Numbers: 1000042, 1000042

SIEBEL.

Figure 3.16 — Release Selected Assigned Cases
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csrmanager

card Member JAFTIOMR Users .. Admin * Logout

Assigned Cases Search Cases

Search Cases

User: AR Wickremasinghe, edocs Administrator
Last Login: 0272872005 3:47 PM EST

Search Details

Case Mo.:

O |

Account No.:

|7771 ||4848 | |5385 ||5838 |
Age of Case:

I:‘ Select age hd

Category:

I:‘ | Select categaory V|
Assigned/Not Assigned:

I:‘ @ Mot Aszigned
O ssigned owner

Queue:

I:‘ Select queue W

Dates:

I:‘ Created Start Datel:lm End Date l:lm
O Last Updated Start Datel:l End Date l:lm

SIEBEL.

Figure 3.17 — Search Cases
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csrmanager

Card Member JSESYTYRR lcers * Admin . Logout

Assigned Cases Search Cases

Search Case Results

User: AR Wickremasinghe, edocs Administrator
Last Login: 02/2&/2005 3:47 PM EST

Search Details

Case No.:

Account Mo.:

| 7771|4848 | |5385 |[Te3e |

[ | select catagary |
Assigned /Not Assigned:

D @ Mot Assigned
SIEBEL. ?

1

I:‘ Created Start Date | End Date

End Date

I:‘ Laszt Updated Start Date

Caze Mo, Crested Last Updated Card Member Marme Category Subject

1000001 1171172004 01:35PM 12/08/2004 10:52PM Garner Marylou Account Mon Receipt
Balance of

1000002 1171272004 11:26A4M 12/08/2004 10:52PM Garner MaryLou Dispute Dispute Trans
Transaction

1000004 1171572004 12:08PM 12/058/2004 10:52PM Garner Marylou Dizpute asca
Transaction

100000% 11/30/2004 06:14PM 12/058/2004 10:52PM Garner Mary Loug Dispute Mon Receipt
Transaction of

10000410 1173042004 0&6:16PM 0270172005 11:42PM Garner Mary Loug Dizpute Merchandize ...
Transaction

1000014 1173042004 06:34PM 12/058/2004 10:53PM Garner Mary Loug Dizpute Maom Receipt
Transaction of ...

1000015 11/30/2004 06:38PM 12/05/2004 10:53PM Garner Mary Loug Dispute Mon Receipt
Tranzackion of

1000045 02/13/2005 02:46AM 02/28/2005 03:52PM Sarner Mary Loug  Dispute Mon Receipt
Tranzaction of

1000047 02/16/2005 08:06PM 022872005 03:52PM Garner Mary Loug Dispute Unautharized ...
Transaction

1000048 02/18/2005 02:04AM 02/28/2005 03:54PM Garner Mary Loug  Account what is my ...
Balance

1000045 02/Z28/2005 02:59PM 02/28/2005 03:52PM Garner Mary Loug  Account Account Status
Status

Figure 3.18 — Search Case Results
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csrmanager

card Member JAETIYIR Users © Admin Logout

Assigned Cases Search Cases

Assigned Cases

User: &B Wickrernazinghe, edaocs Adrministratar
Last Login: 02/25/2005 3:47 PM EST

Case Detail Casse Log Card Member History

Case Detail

Case Numbear: 1000045
Card Membar: Garner Mary Loug
Account Mo.: FITF1 4848 5385 5838
Category: Dispute Transaction V|| Change
Subject: Maon Receipt of Ordered Merchandise
Status: Spen
S.EBEL' Created: 02/13/2005 02:46AM
Opened: 02/28/2005 03:52PM
Updated: 02/28/2005 03:52PM
Case Owner: Wickrernasinghe, AB
02/12/2005 02:46AM Garner Mary Loug Created ~

Description: BIG O TIRES

Transaction Date: 02/19/04

Posting Date: 02/19/04

Reference Mumber: 7473068E20258RK7Ta
Arnount: 100,00

Mon Receipt of Ordered Merchandise
I have not received the merchandise that was to be sent to me, The —

anticipated delivery date was 02/12/05, I contacted the merchant on
02/12/05, The merchant's reply was Too bad..

Motes & Replies

Language:

@ English O Spanish

Category: | Dispute Transaction V|
Template Category: | Select ternplate category Vl

Template Name:

Content:

| Reply & Close | | Clearl | Escalate | | Cancel |

Figure 3.19 — Case Detail
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csrmanager

Card Member gAEYTYIR Users | Admin \, Logout

Assigned Cases Search Cases

Assigned Cases

User: AB Wickremasinghe, edocs Adrministrator
Laszt Login: 02/23/2005 3:45 PM EST

Caze Detail Case Log Card Mermber History

Case Detail

Case Number: 1000043

Card Member: Jarnes Greg

Account No.: FTTL 4548 0396 7807

Category: Dispute Transaction

Subject: Urauthorized ...

Status: Opean
SIEBEL Created: 02/02/2005 04143PM

Openead: 1z/12/2004 12:00PM

Updated: 02/28/2005 02:52PM

Case Owner: wickremasinghe, AR

Confirm Escalation

Are you sure you want to escalate this case?

Figure 3.20 — Confirm Escalation
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csrmanager
FYTYIR Users | Admin Logout
Assigned Cases Search Cases

User: AR Wickrernasinghe, edocs Adrministrator

Last Login: 02/23/2005 3:47 PM EST

Case Detail Case log Card Member History

“ou are not authorized to view one or riore of the cazes returned by this

search,

Card Member History

Case Number: 1000045

Card Member: Garner Mary Loug

Account No.: FTTL 48340 5385 5838

Category: Dispute Transaction

S!EBEL Subject: Mon Receipt of Ordered Merchandize

Status: Spen

Created: 02/13/2005 0Z:146AM

Opened: 02/28/2005 02:52PM

updated: 02/28/2005 03:52PM

Case Owner: Wickrermaszinghe, AR

List Of Cases

Case Mo, Opened Category Quner Statusz

102001 10427/ 2004 05:52PM Account Status Albert, Lev Closed

iooo00i 1141172004 01:35PM Account Balance Albert, Lev Open

1000002 11/12/2004 11:26AM Dispute Albert, Lev Cpen
Transaction

1000003 11/15/2004 12:08PM Account Balance vedla, Usha Closed

1000004 1171572004 12:02PM Dispute Albert, Lev Cpen
Transaction

1000009 11,/30/2004 0&:14PM Dispute Albert, Lev COpen
Transaction

1000010 11/30/2004 06:16PM Dispute Albert, Lev COpen
Tranzaction

1000014 11/30/2004 06:34PM Dispute Albert, Law Cpen
Tranzaction

1000015 11/30/2004 06:33PM Dispute Albert, Law Cpen
Transaction

1000041 02/01/2005 11:34FM Account Balance C5R Caze Queue Clased

1000045 02/13/2005 02:46AM Dispute Wickrernasinghe, AR Open
Transaction

1000047 021672005 05:06PM Dispute Wickremasinghe, AR Open
Transaction

1000045 021872005 02:044M Account Balance CSR Case Queue Open

1000049 02/28/2003 02:539PM Account Status Wickremasinghe, AB Open

Figure 3.21 — Card Member History
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csrmanager

card Member gFYIYIR Users © Admin Logout

Assigned Cases Search Cases

Assigned Cases

User: 4B Wickrernazinghe, edocs Adrministrator
Lazt Login: 02/25/2005 3:47 PM EST

Case Detail Case Llog Card Member History

Case Mumber: 1000045
Card Member: Garner Mary Loug
Account No.: FET1 4848 5385 5838
Category: Dizpute Tranzaction
Subject: Mon Receipt of Ordered Merchandise
Status: Cpen
5]EB£|_, Created: 02713 2005 02:46AM
Opened: nz/f28,/2005 03:52PM
Updated: 02/25/2005 03:52PM
Case Dwner: Wickrernazinghe, AR
Updated Date CER Action Tupe Mate/Reply
02/13/2005 02:46AM Garner Mary Loug Created Mon Receipt of Ordered Merchandise

02 18/2005 12:124M Goodwill, James Accepted
02/18/2005 12:14AM Goodwill, James Released

02/24/2005 07:113PM Wickremasinghe, Accepted
AR

02/24/2005 02:00PM Wickrernasinghe, Released
AR

02/28/2005 02:14PM Wickrernaszinghe, Accepted
AR

02/28/2005 03 27PM Wickremasinghe, Releasad
AR

02/28/2005 03:52PM Wickrernasinghe, Accepted
AR

Figure 3.22 — Case Log

3.3 CSR User Administration Use Cases

The CSR User administration use cases cover the business requirements for allowing CSR User
administrators to manage the system including adding CSR Users, managing privileges, and
managing templates.

As for other CSR User use cases, some actions will only be available to CSR Users with
privileges to perform those actions.
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3.3.1 Change Password (1030)

Change Password
CSR User changes his or her own password

1. CSR User navigates to Admin tab and Change Password sub tab

2. System displays Change Password page including entry fields for:
a. Current Password
b. New Password
c. Confirm New Password
d. Actions: Submit; Cancel

CSR User enters information and selects Submit action

3
4. System changes the password and displays a confirmation page
5. CSR User selects continue action

6

System displays Access Card Member Profile page

[E1] CSR User enters invalid form entry field or password:

1. System displays the input form containing previously entered fields
with the entered characters replaced by “*” and a message
indicating that one or more of the entered values was invalid

Allowed values of passwords and rules for validation are the same as Card
Member application.
Passwords expire after 60 days.

Enhancement request: System should track last six passwords and not
allow them to be reused.

Form Validation

*Old Password Display is masked using Old Password matches password in
asterisks database

*New Password Created by card member. 6-12 alphanumeric, minimum 1 letter,
Display is masked using 1 number. Not case sensitive.

terisk .
astensks Should not match any of previous 6
passwords
*Confirm Display is masked using Matches New Password
Password asterisks
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csrmanager

Admin (RN

Roles Templates Analytics Change Passwrord

Change Password

User: Michael Kleeman, edocs Administrator
Last Login: 0228 2005 &:41 PM EST

Reset Password

Current Password: |........... |

Fleaze chooze a password based on the following criteria and enter it
twice ta confirm.

Password is not case sensitive,
Use letters and numbers when creating your password.
Do not use special characters andfor spaces,

New Password: [seesssrees |
[£-12 characters)

Confirm New Password: |..........| |

SIEBEL.

Figure 3.23 — Change Password

csrmanager

Roles Templates Analytics Change Password

Change Password

User: Michael Kleeman, edocs Administrator
Last Login: 02/22/2005 &:41 PM EST

Reset Password

“Wour password has been changed.

SIEBEL.

Figure 3.24 — Change Password Success

3.3.2 Manage CSR Users (1040)

Name: Manage CSR Users



Card Manager Administration (CSR)

An Administrator adds, modifies or inactivates CSR Users by assigning
them to roles with categories and privileges so that they can perform
their assigned work.

1. System displays Manage Users page with Find User module including:
a. Last Name
b. Action: Search

2. CSR User enters Last Name or partial last name with wild card
character (“*")

CSR User selects Search action

4. System displays Manage Users page with List of Users module
including list of users matching the search criteria (case-insensitive)
including:

a. CSR User Name (Last Name, First Name)

User ID

Last Login (Date)

Role

Status (Active/Inactive/Locked/Expired)

Actions: New CSR; Edit CSR; Delete CSR; Reset PW; Link to

Edit User (on CSR User Name);

5. CSR User selects new user option: [Al] [A2] [A3] [A4] [A5]

~0ooo0C

6. System displays New User page including entry fields for:
v. Roles (Dropdown: list of roles)
First Name
Last Name

Locations (Dropdown: White Marsh, Jacksonville, Orlando, Tulsa,
Minnetonka, Duluth, Scottsdale)

Login ID
New Password (Blank)
Confirm Password
Assigned Categories (Checkbox: list of all secure message categories)
Escalated Queue (checkbox)
Actions:Submit; Clear; Cancel
7. CSR User enters information, selects a single role, one or more

categories for the CSR User, selects access to escalate queue and
selects Submit action.

8. System displays the Manage Users page listing all CSR Users in
categories accessible by CSR User and includes the newly added CSR
User. [B2]

[A1l] CSR User (with sufficient privileges) selects user from the list
and Edit User OR selects link on CSR User Name:

1. System displays Edit User page with the same fields as New User
page pre-populated with previously registered information for the
user

2. CSR User updates fields and selects submit action
3. System updates profile for the selected user
4. System redisplays the List of Users page

[A2] CSR User (with sufficient privileges) selects Delete User:
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1. System displays Delete User page including:
a. Role
b. Name
c. Actions: Delete; Cancel

2. CSR User selects Delete action

3. System logs details of inactivated user and disables the user’s
access

4. System displays list with CSR User status updated

[A3] CSR User (with sufficient privileges) selects link to Role:
1. System redirects CSR User to Edit Role page. See Manage Roles
Use Case
[A4] Search criteria matches more than 50 CSR Users:

1. System redisplays page with an error message stating that search
returned too many users and asking user to refine the search
criteria

[A5] CSR User (with sufficient privileges) selects user from the list and
Reset PW. See Manage Locked Users Use Case:
1. System displays Reset Password page including:
a. User Name
b. Message: “Do you really want to reset is user’s password?”
c. Actions: Reset, Cancel
2. CSR User selects Reset action

3. System sets CSR User password to a temporary password and
resets login failure count

4. System logs CSR User activity

5. System displays Password Reset confirmation page including: [B2]
a. Temporary password
b. Actions: Back

6. CSR User selects Back

7. System redirects user back to Manage Users page

[B1] The system will display a maximum of 50 users in the list of users. If
the search criteria matches more than 50 users, the system will display a
message asking the user to narrow the search criteria.

[B2] CSR Users are enrolled as users of the system in the same way as
card members, but the system will not allow them to use card member
functions. Also, the CSR User may NOT enroll separately with the same
Login ID in the card member application.

[B3] Manage CSR Users function will only be available to CSR Users and
they will be able to perform actions depending on the privileges they have
been granted, which is dependent on the role they have been assigned. If
the CSR User does not have a privilege, the system will not display the
feature (or in this case the entire tab) that allows them to perform the action.

[B4] Any manager can manage any CSR User with Accept, Return and
Escalate Case privilege.

[B5] For password reset (on unlock), the system generates a random
password. The CSR User is prompted to change the password immediately
after their next login.

[B6] An Administrator will only be allowed to delete one CSR User at a time.
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The page will display the results module only after a search has been
initiated. When the CSR User first comes to the page the results
module will not be displayed.

The names will be displayed as Last Name, First Name (e.g., Smith,
Adam).

Cancel will return the CSR User to the List of Users page with Search
field cleared, but previous list of users.

Any manager can manage any CSR User CSR User with Accept,
Return and Escalate Case privilege (otherwise the system would need
to restrict groups of these CSR Users so they are not managed by
multiple managers OR it would need to provide the capability to assign
CSR Users to a specific manager).

The system will display different tabs, buttons and links depending on
the CSR User's privileges.See the Privileges table below

The search will be case-insensitive.

CSR Users will enter only fields that are changed. Fields that are not
entered will not be changed. Password is displayed as blank and is not
a required field and should only be entered in order to change the

password.
Privileges
View Roles May view roles and privileges. Show Manage Users tab. Do not
display Add User and Delete
User, Edit User,
Show only users in categories to
which logged on user has
access.
Add/Change/Delete User Info Security Reps manage Show Manage Users tab and all
security. They may add or delete buttons.
CSR Users, assign them roles and Show Al
categories, and reset passwords. ow All users
Users without this privilege will not
see Add User, Delete User, or Edit
User buttons

Field Validation (Create User)

First Name First name (Not titles or Alphanumeric. Max Length 20. No
initials) special characters other than hyphen,
apostrophe, or space

Last Name Last name with no suffixes Alphanumeric. Max Length 20. No
special characters other than hyphen,
apostrophe, or space

Login ID Look up in Siebel Self-Service | 8-12 alphanumeric, minimum 1 letter,
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for Cards and CSR User 1 number. Not case sensitive. Must
database be unique in the system
New Password Display is masked using 6-12 alphanumeric, minimum 1 letter,
asterisks 1 number. Not case sensitive.
Confirm Display is masked using 6-12 alphanumeric, minimum 1 letter,
Password asterisks 1 number. Not case sensitive.

Field Validation (Edit User)

As for Create User except fields are not required. Only fields that are changed are

validated.
NAME DESCRIPTION VALIDATION
Login ID Look up in Siebel Self-Service | Must exist. Not editable
for Cards and CSR User
database
New Password Initially blank. Display is 6-12 alphanumeric, minimum 1 letter,
masked using asterisks as 1 number. Not case sensitive.
user types.
Confirm Display is masked using Must match Password
Password asterisks

csrmanager

Card Member © Cases SRS Admin . Logout

Manage Users Lacked Users

Manage Users

User: AB Wickrernasinghe, edaocs Administrator
Last Login: 03/01/2005 3:32 PM EST

Last Name: |M* | | Search |

User Name User ID Last Login Rale Status
D Manager, Executivel csrermanl Executive Manager Active
O Manager, Executivel csrermand Executive Manager Active
() marcesu brett csthrett edocs Adrministrataor Active

SIEBEL. [Mew csk | [Edit ¢sR | [Delete C5R |[Reset Pw

Figure 3.25 — Manage Users
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csrmanager

Card Member ° Cases JUIFFYPER Admin * Logout

Manage Users Lockad Users

Manage Users

User: AR Wickrernazinghe, edocs Adrinistrator
Last Login: 02/258/2005 3:45 PM EST

Role:

| edocs Administrator Vl
First Mame:

|Harendra |
Last MName:

|Cooral,l |
Location:

Login ID:

|hcooral,ll |

S.EBEI— Mew Password:

Confirm Password:

|oooo+o+o+oo| |

Assigned Categories:
Account Balance
Account Status

I:‘ Add Authorized User

[ apr / aBP

O Change Contact Info

D Dispute Transaction

I:‘ Srder Convenience Checks
O other

D Payrment

D Request Replacement Card
I:‘ Staternent

D Suggestions
Queue:

Escalated Qusus
| submit| | Clear| | Cancel

Figure 3.26 — Create New User
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csrmanager

Card Member °. Cases @MIETTCIK Admin Logout

Manage Users Lockad Users

SIEBEL.

Manage Users

User: AB Wickremasinghe, edocs Administratar
Last Login: 02/28/2005 3:48 PM EST

Last Name: |C00ral,' || Search |

List of Users

User Mame User ID Last Login Fole Status
O Cooray, Harendra hcoorayl edocs Administrator Active

[Mew csR|[Edit ¢Sk || Delete CSR |[Reset Pw

Figure 3.27 — Create New User Success
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csrmanager

Card Member ° Cases JTEVYSR Admin " Logout

Manage Users Lacked Users

Manage Users

Uszar: AR Wickremaszinghe, edocs Administrator
Last Login: 02/28/2005 3148 PM EST

Role:

| edacs Administrator Vl
First Name:

|Harendra |
Last Name:

|C00ral,l |
Location:

white Marsh
Login ID:
heaorayl

New Passwrord:

SIEBEL. | |
Confirm Password:

Assigned Categories:

Account Balance

Account Status

Add Autharized User

D APP} ABP

D Change Contact Info

I:‘ Dispute Transaction

[ order Convenience Checks
I:‘ Other

D Payrment

D Regquest Replacement Card
I:‘ Staterment

D Suggestions
Queue:

Escalated Queue

ISubmitI |C|ear| |Cance|

Figure 3.28 — Edit Users
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csrmanager w

Card Member * Cases JUIFTSER Admin  Logout

Manage Users Locked Users

Manage Users

User: AR Wickrernasinghe, edocs Adrministrator
Last Login: 022872005 3:45 PM EST

Delete Usar

Role: edocs Administratar

Name: Harendra Cooray

SIEBEL.

Figure 3.29 — Delete Users

3.3.3 Manage Locked Users (1041)

Name: Manage Locked Users
Brief Description: An Administrator unlocks CSR Users or resets CSR User
passwords
Main Path: 1. System displays a Locked Users page with Find User module including:

a. Last Name
b. Action: Search

2. CSR User enters Last Name or partial last name with wild card
character (“*")

3. CSR User selects Search

4. System displays Manage Users page with List of Users module
including list of users matching the search criteria (case-insensitive)
including [A2]:

a. CSR User Name (Last Name, First Name)

Login ID

Last Login (Date)

Role

Actions: Link to Unlock User (on CSR User Name)

®ooo

5. CSR User selects link on CSR User Name:

6. System displays Unlock User page including entry fields for:
w. CSR User Name



Privileges
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Actions: Unlock; Reset PW; Cancel
7. CSR User selects Unlock [Al]
8. System resets login failure count to zero

9. System redirects user back to Locked Users page

[A1] CSR User (with sufficient privileges) selects Reset PW:
1. System displays Reset Password page including:
a. User Name
b. Message; “Do you really want to reset this user’'s password?”
c. Actions: Reset, Cancel
2. CSR User selects Reset

3. System sets CSR User password to a temporary password and
resets login failure count

4. System logs CSR User activity

5. System displays Password Reset confirmation page including: [B2]
a. Temporary password
b. Actions: Back

6. CSR User selects Back

7. System redirects user back to Locked Users page

[A2] Search criteria matches more than 50 CSR Users:

1. System redisplays page with an error message stating that search
returned too many users and asking user to refine the search
criteria.

[B1] If the search criteria matches more than 50 users, the system will be
display a message asking the user to narrow the search criteria

[B2] For password reset, the system generates a random password. The
CSR User is prompted to change the password immediately after their next
login.

The page will display the results module only after a search has been
initiated. When the CSR User first comes to the page the results
module will not be displayed.

The names will be displayed as Last Name, First Name (e.g., Smith,
Adam).

Cancel will return the CSR User to the List of Users page with Search
field cleared andprevious list of users.

The system will display different tabs, buttons and links depending on
the CSR User’s privileges, See the Privileges table below and
Appendix I, CSR User Access Rules for further details.

The search will be case-insensitive.

Reset CSR User Password

Info Security Reps are allowed to Show Manage Locked Users tab.
unlock users and reset passwords | Show list of locked users. Show
when CSR Users lock themselves | links on user names that link to
out. Unlock User page.
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Show all locked users.

csrmanager

card Member . Cases USSR Admin Logout

Manage Users Locked Users

Locked Users

User: AB Wickrernasinghe, edaocs Adrministratar
Last Login: 02/25/2005 5:35 PM EST

Last Mame: At Search

® Page operates with "Wild Card' find function.
& Enter in * to obtain list of all users,
® Enter first letter of last name followed by * to narrow zearch,

List of Locked Users

User Mame Login IC Last Login Role
Maraorie Abalas rmabalas edocs Administrator

SIEBEL.

Figure 3.30 — Manage Locked Users

csrmanager

Card Member ° Cases SIFYR Admin ° Logout

Manage Users Locked Users

Locked Users

Uszer: AB Wickrarnasinghe, edocs Administrator
Last Login: 02/22/2005 5:38 PM EST

User ID: rmabalos

Usar Name: Marorie Abalos

| Unlock | | Reseat P | | Cancel |

SIEBEL.

Figure 3.31 — Unlock User
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csrmanager

Card Member * Cases SIFYMR Admin . Logout

Manage Users Locked Users

Locked Users

User: AR Wickremasinghe, edocs Administrator
Last Login: 02/25/2005 5:38 PM EST

Last Name: Ak Search

® Page operates with "Wild Card' find function.
® Enter in * to obtain list of all users,
® Enter first letter of last name followed by * to narrow search,

|maba|os has been unlocked. |

List of Locked Users

S.EBEI— Mo locked users faund,

Figure 3.32 — Unlock User Success

csrimanager

Card Member . Cases gRIZSHR Admin Logout

Manage Users Locked Users

Password Reset

User: AR Wickrernazinghe, edocs Adrninistrator
Last Login: 02/258/2005 3:45 PM EST

Passwrord Reset

hcoorayl

Do you really want to reset this user's password?

SIEBEL.

Figure 3.33 — Password Reset
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csrmanager

card Member . Cases gRTASS 5 dmin Logout

Manage Users Locked Users

Password Reset

User: AR Wickremasinghe, edocs Administrator
Last Login: 02/2&/2005 3:45 PM EST

Password Reset

Mew Password:
Iq7kin

Cormmunicate this temporary password to the user and instruct himdher to
change the password upon login,

SIEBEL.

Figure 3.34 —Password Reset Success — New Password

3.3.4 Manage Roles (1050)

Name: Manage Roles
Brief Description: CSR User (with sufficient privileges) views, creates and updates
roles
Main Path: 1. System displays Roles page including:

a. Name (Role)

b. Assigned Privileges

c. Number of CSR Users (within each role)

d. Actions: New Role ; Edit Role; Delete Role

2. CSR User selects New Role [Al]

3. System displays Create New Role form including fields for:
a. Role Name
b.  Description
c.  Privileges (Checkbox: list of privileges)
d Actions: Submit; Clear; Cancel

4. CSR User enters role name, selects a set of privileges and selects
Submit action

5. System creates a new role
6. System creates a record in the activity log

7. System redisplays the Roles page showing the list of roles including the
newly created role
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[A1] CSR User (with sufficient privileges) selects option to edit an
existing role:

2.

o gk w

System displays Edit Role page including:

a. Role Name (non-editable)

b. Description

c. Privileges (List : pre-populated with current selections)

d. Actions: Submit; Clear; Cancel

CSR User changes privileges for the existing role and submits [A2]
System stores the updated privileges

System creates a record in the activity log

System redirects CSR User to the Roles page

[A2] CSR User (with sufficient privileges) selects option to delete an
existing role:

1.

2.
3.
4.

System displays Delete Role page including:
a. Name

b. Description

c. Actions: Delete Role; Cancel

CSR User selects Delete action

System deletes the selected role

System displays the updated List of Roles

[B1] A user may have only one role.

[B2] The Add/Edit/Delete Roles functionality will only be available to CSR
User’s that have the View Roles privilege. Others will not even see the
Roles tab.

The system will display different tabs, buttons and links depending on
the CSR User’s privileges, See the Privileges table below for further
details.

*Role Name Title for role Alphanumeric. Max length=30
characters
*Description Text description of role Max length=30 characters
Privileges
View Roles May view roles and privileges. Show Roles sub-tab. Do not
display New Role, Edit Role, or
Delete Role.

Show only users in categories to
which logged on user has
access.

Update Roles

Info Security Reps manage Show Roles sub-tab. Display
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security. They may add or delete New Role, Edit Role, or Delete
roles. Users without this privilege Role.
will not see New Role, Edit Role,
or Delete buttons
Show All Roles

csrmanager

Card Member

-

Cases

TR Admin m

SIEBEL.

Templates

Roles

User: AB Wickremasinghe, edocs Administrator
Lazt Login: 03/01/2005 3:32 PM EST

List of Roles

o

el ele] @

elejelelelele]

O

Mame

edaocs Adrinistratar

Phone Rep

Phone Rep Collector

Contributar

Case Owner

Info Security Rep

Adrninistratar
HelpDesk Admin
Manager
Executive Manager
Case Reviewer
Fraud Rep

Prasad

SUFER TESTER

Analytics

Change Password

Privileges Mo, of CSRs=
Lagin As Card Merber, Add/UpdatefArchive Ternplates, 30
AddfChange/Delete User, View Reparts, Unlock Card

Member, Reset Internal User Password, Assign Case,

Accept, Return And Escalate Case, View Case, Update

Role, Rezset Card Mamber Pazzward, DisablefEnable

Access, Mark Case Az Rewviewed, Wiew Rales, Wiew

Payment History, Jurp To Page, Yiew Card Member

Profile

Disable/Enable Access, Wiew Payment History, Jurmnp To 3
Page, View Card Member Profile, Reset Card Member

Password

“iew Payrment History, Wiew Card Member Profile 4
Disable/Enable Access, Wiew Payment History, Jump To 4
Page. View Card Member Profile, Accept, Return And

Escalate Case, Reset Card Member Password

Disable/Enable Access, Wiew Roles, Wiew Payment 4
History, Jurmp To Page, Yiew Card Member Profile, Assign

Case, Accept, Return And Escalate Casze, Reset Card

Mermbear Passward

Add/ChangefDelete User, Reset Internal User Password, a2
Update Raole

Add/Update/Archive Termplates 2
View Rales, Reset Internal User Passward 62
View Roles 4
Login As Card Member, Wiew Roles 2
Wiew Case z
Disable/Enable Access, Wiew Reports &
Lagin A5 Card Member, Add/Change/Delete Uszer, i
Add/Update/Archive Ternplates, Yiew Reports, Unlack

Card Member, Reset Internal User Password, Assign

Case, Accept, Return And Escalate Case, View Case,

Reset Card Member Password, Update Role,

DizablaefEnable Access, Mark Case fz Reviewed, View

Rales, Wiew Payment Histary, Jurnp To Page, Wiew Card

Member Profile

Lagin &= Card Mermber, View Roles, Add/Change/Dalata u}

Uzer, Add/UpdatesfArchive Termplates, Jurmp Tao Page,
View Card Member Profile

| Mew Rale || Edit Rale || Delete Rale |

Figure 3.35 — List of Roles
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cssrmanager

card Member . Cases °. Users K i m

Templates Analytics Change Passwrord

Roles

User: 4B Wickrernasinghe, edocs Adrministratar
Last Login: 02/28/2005 5:38 PM EST

Role Name:

|Super User |
Descrption:

|Has all priveleges |

Privileges:

Lagin As Card Mermber
Add/Change/Delete User
Add/Update/archive Templates
Wiew Reports
SIEBEI_ Unlock Card Member

Reset Internal User Pazsward
Aszsign Case

Accept, Return And Escalate Case

Reset Card Member Password

CisablefEnable Access
Mark Case Az Reviewed
Wiew Raoles

View Payrnent History

Jurnp To Page
View Card Member Profile

| submit | |C|ear| |Cance|

Figure 3.36 — Create New Role
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csrmanager

LT oot W

Templates Analytics Change Password

Roles

User: AB Wickrernasinghe, edocs Administratar
Last Login: 02/28/2005 5:38 PM EST

Edit Role

Role Name:
Super User
Descrption:

|Has all priveleges

Privileges:

Lagin Az Card Mermber
AddiChange/Delete User
Add/UpdatefArchive Templates
Wiew Reports
S.EBEL Unlack Card Mermber

Reset Internal User Passward
Azsign Case

Aecept, Return And Escalate Case
Reszet Card Mernber Paszwaord
View Case

Update Role

CizablefEnable Access

Mark Case As Reviewed

View Roles

Wiew Payrnent History

Jurnp To Page
Wiew Card Member Praofile
| Submit| | Clear| | Cancel

Figure 3.37 — Edit Role
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Card Member . Cases . Users g0 m

Templates Analytics Change Password

Roles

User: AB Wickrermasinghe, edocs Administrator
Last Login: 02/28/2005 5:38 PM EST

Delete Role

Name: Super User

Description: Has all privelages

Celete Role | | Cancel |

Figure 3.38 — Delete Role

3.3.5 Manage

Templates (1060)

Name: Manage Templates
Brief Description: CSR User (with sufficient privileges) manages templates
Main Path: 1. System displays List of Templates page including:
a. Name
b. Language (English or Spanish; Default is English)
c. Category
d. Subcategory
e. Status
f.  Actions: New Template; Edit Template; Archive Template

CSR User selects option to create new template [Al] [A2]

3. System displays Create Template page including entry fields:
Language

Template Category (Dropdown list of categories)
Template Sub Category (Dropdown list of subcategories)
Template Name

Body (Template Text)

Status (Active, Inactive)

Tools: HTML editor toolbar

@ "0 a0 o
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h. Actions: Submit; Clear; Cancel
4. CSR User enters form data

5. CSR User composes template in text field using HTML text editor and
selects Submit action

6. System creates a new template

7. System displays List of Templates page including newly created
template

[A1] CSR User (with sufficient privileges) selects Edit Template to
modify an existing template:

1. System displays Edit Template page including:
Language

Template Category

Template Subcategory

Template Name

Body (Template Text)

Status (Active; Inactive)

Tools: HTML editor toolbar

. Actions: Submit; Clear; Cancel

2. CSR User edits template and selects Submit action [A2]
3. System updates the template

4. System displays List of Templates page

STe@ 0o oo oo

[A2] CSR User (with sufficient privileges) selects Archive Template to
delete a template:

1. System sets the template status to Inactive
There may be 200-300 templates so they are categorized by category and
subcategory so that the final selection is from a shorter list.
Default language is English.

Templates cannot be deleted, but remain in the system as archived
templates.

If a template exists in both English and Spanish versions, both must be
archived separately.

List can be scrollable list or in pages of 30.

The system will display different tabs, buttons and links depending on the
CSR User’s privileges, See the Privileges table below for further details.

Form Validation

*Template Name Title of Template Alphanumeric. Max Length 60
characters
*Template Body HTML Text of template HTML text. Max Length 2048

characters
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Privileges

PRIVILEGE DESCRIPTION SYSTEM ACTION
Add/Update/Archive Administrators only have Show Templates tab.
Templates privileges to create, update and

archive templates. CSR User with
only Accept, Return and Escalate
Case privilege may only add to or
edit existing templates using
default fonts.

csrmanager

Card Member ° Cases ° Users Admin m

Templates Analytics Change Password

Templates

User: AB Wickrernasinghe, edaocs Adrministratar
Last Login: 02/25/2005 5:35 PM EST

List of Templates

MNarne Language Category SubCategaory Status

O A8 Reprice English Statement  Billing Active
O Blank Ternplate English Suggestions Mizcellanaous Auctive
O Template en blanco Spanish Suggestions Miscellaneous Auctive
O DOUG SUGGSEST English Suggestions Mizcellanaous Auctive

| Mew Terplate ” Edit Terplate | | Archive Ternplate

SIEBEL.

Figure 3.39 — List of Templates
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csrmanager

Card Member % Cases * Users SCF R m

SIEBEL.

Templates Analytics Change Password

Templates

User: AB Wickrernasinghe, edocs Administrator
Last Login: 02/25/2005 5:35 PM EST

Create Template
Language:

@English OSpanish
Template Category:

|Account Balance Vl
Template Sub Category:

| Balance V|

Template Name:

|Account palance Termplate |

Body:
B I U O <> @]
Status:

@Actiue Olnactiue

| Submitl | Clear| | Cancel

Figure 3.40 — Create a Template
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csrmanager -

Card Member * Cases " Users Admin m

Templates Analytics Change Password

Templates

User: AB Wickrernazinghe, edocs Administratar
Last Login: 03/02/2005 10:28 AM EST

Edit Template
Language:

@ Englizh O Spanish
Template Category:

| Account Balance Vl
Template Sub Category:

| Balance b |
Template Name:

|Ba|ance Statement |

Body:
BZU = CEFEE T —e=ddo @]
S'EBEL “rour current balance is:
Status:

@Actiue Olnactiue

| Submitl | Clearl | Cancel

Figure 3.41 — Edit a Template

csrmanager

Card Member *. Cases T Users YT m

Templates Analytics Change Password

Templates

User: AR Wickrernazinghe, edocs Adrinistrator
Last Login: 02/258/2005 5:35 PM EST

Archive Template
Category: Account Balance

Name: Cwerlimit Account Status

SIEBEL.
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Figure 3.42 — Archive Template Screen

3.4 Analytics

The Analytics use cases cover the business requirements for allowing CSR User’s to view
informative reports.

1. CSR User Reports — dynamically generate and view a number of reports for
monitoring card member and CSR User activity and productivity, including reports
on currently locked accounts and User logins:

2. Enrollment and Login Reports — construct and view a report of CSR User case counts
by category and user for specified date range

View Enrollment and User Session Reports
a) Total Enrolled Card Member Report
b) Card Member User Session Report
c) CSR User Session Report

3.4.1 View CSR User Reports (1070)

View CSR User Reports
CSR User views reports

1. System displays List of Reports page
2. CSR User selects report [A1]-[A9]
3. System displays report

[Al] Case Management Report:
1. System displays options for case report including:
a. Report Name (See options below)
b. Start Date
c. End Date
d. Days Open (Min)
e. Days Open (Max)
f. CSR Users Filter
g. Category Filter action
h. Status Filter
i.  Actions: Submit; Cancel; Clear
CSR User selects report parameters
CSR User selects Submit action
System displays the report summary
Use case ends

[A2] Card Member Account Lockout Report:

1. System displays a list of all card member accounts that are
currently locked out due to registration failures

a ks own
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a. Card Account (Account Number)
b. Time Locked (Date and Time Stamp)
c. Registration Failure Count

[A3] Card Member Lockout Report:

1. System displays a list of all card members who are currently locked
out due to login failures

a. Account Number

b. UserID

c. Time Locked (Date and Time Stamp)
d. Login Failure Count

[A4] CSR User Lockout Report:

1. System displays a list of all CSR Users who are currently locked
out due to login failures

Login ID

User Name

Time Locked (Date and Time Stamp)
Lockout Reason

e. Login Failure Count

[A5] Total Enrolled Card Members Report:
1. System displays a list of enrolled card members:
= Number of Enrolled Card Members

2o op

[A6] Card Member Session Report:
1. System displays a list of all open card member sessions
a. Account Number
b. User Name
c. UserlID
d. Logged On (Date and Time Stamp of Login)
[A7] CSR User Session Report:
1. System displays a list of all open CSR User Sessions
a. CSR Login ID
b. CSR User Name
c. Date and Time Stamp of Login

[B1] CSR Users will only be allowed to see reports for categories that they
have been assigned to.

Pages that have sensitive information that would enable take over include:
Profile; Payment summary; QuickPay; Scheduled; Statement; Statement
History. These would be ones that would need to be tracked if CSR User
logs on as user. To simplify: track every page.

The system will display different tabs, buttons and links depending on the
CSR User’s privileges, See the table below for further details.

The options for the Case Management Report are:

®= Analyze CSR Case Load — provides key information concerning
the current work load of one or more CSR Users. This report is
used in conjunction with the Reassign Case feature.

®=  Analyze Case Load by Type — provides key information as to the
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types of cases that are currently being worked on or that have
been worked on over a period of time. This information can be
used to ensure that categories are properly staffed.

Cases Closed — provides key information as to the rate of cases
closed over time for one or more CSR User. This information can
be used to evaluate the effectiveness of one or more CSR User.

Cases Overdue — provides cases that have been open longer
than the specified maximum (48 hours). This report can be used in
conjunction with the Reassign Cases option so that overdue cases
can be quickly reassigned to another CSR User who may have a
lesser case load.

Escalated Cases by User — provides all cases by user which have
been escalated. This report can be used to determine which CSR
Users are escalating cases instead of closing them.

The report names for the Case Management Reports are:

1.

Group by Categories, Case Count report columns:
a. Categories (Drilldown)

b. Count

c. Percent

Group by CSR, Case Count report columns:
a. CSR Name (Drilldown)

b. Count

c. Percent

Group by Case Days Open, Case Count report columns:
a. Case Days Open (Drilldown)

b. Count

c. Percent

Group by Case Status, Case Count report columns:
a. Case Status (Drilldown)

b. Count

c. Percent

CSR Cases Closed report columns:

a. CSR Name (Drilldown)

b. Count

c. Percent

Escalated Cases by CSR report columns:

a. CSR Name (Drilldown)

b. Count

c. Percent

Escalated Cases by Category report columns:
a. Categories (Drilldown)

b. Count

c. Percent

Activity by Event Type report columns:

a. Event Type (Drilldown)

b. Count

c. Percent
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All Drilldown: report columns:
a. Case No.

b. Created
c. Last Updated
d. Card Member Name
e. Category
f.  Status
g. Owner
Privileges
PRIVILEGE DESCRIPTION SYSTEM ACTION
View Reports Fraud Reps and managers are Show Analytics sub-tab.
allowed to view reports of CSR sh IR N
User activity. ow all Reports
View Card Member Profile CSR Users with this privilege may | Show Analytics sub-tab.
see Card Member Session report. Show Card Member Session
Report
Assign Case CSR Users with this privilege may | Show Analytics sub-tab.
see Case Management Reports Show C M R i
for users in their categories. ow L-ase Management Repor

csrmanager

Card Member ¥ Cases . Users Admln m

Roles Templates Analytics Change Password

Analytics

User: AB Wickrernasinghe, edocs Administrator
Lazt Login: 02/25/2005 5:35 PM EST

Card Member Service Reports

Dezcription

Case Managernent Report

Card Mermber Account Lockout Report

Card Member User Lockout Report

Internal User Lockout Report

Enrollment and Login Reports

Crescription

Total Enrolled Card Members Report
SIEBEL.

Card Mermber User Session Repaort

Internal User Session Repaort

Figure 3.43 — Analytics Dashboard of Reports
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csrmanager

card Member ° Cases © Users YT H m

Roles Templates Analytics Change Password

Case Report Criteria

User: AR Wickremasinghe, edocs Administrator
Last Login: 02/28/2005 &:02 PM EST

Enter report criteria below.

Report Nan‘le:l Group By Categaries, Case Count V|

startDate: ] End Dates [ ] @

Milligan, Hunter
Abalos, Marorie
Abbott, Joel

SIEBEL.

Account Balance
Account Status
APP [ ABP

Closed
Cpen

Submit| | Cancel | | Clearl

Figure 3.44 — Case Management Report Criteria



Card Manager Administration (CSR)

csrmanager
Card Member © Cases ° Users ST Y m
Roles Templates Analytics Change Password
Case Report Results
User: 4B Wickrernazinghe, edocs Adrministrator
Last Login: 02/28/2005 6:03 PM EST
Group By Categories, Case Count
207 19
15
10
5
1 1 1
SIEBEL.
0 T T T T T T T 1
& < .ﬁﬁ Q"e & (i?@ d’b
# i & £ -
& @ x o o
& EN d’é‘ 4 o
o o W L3 @“ﬁ
& W uF pr
o W A
&
&
Q.
Categories Count Percent
Dispute Transaction 19 46, 3%
Account Balance 13 31, 7%
Account Status 4 9.9%
Add Authorized User 2 4, 9%
Pavrnent 1 2,49
other 1 2, 4%
FRequest Replacerment Card 1 2, 4%

Figure 3.45 — Case Management Report Results: Group by Categories, Case Count
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csrmanager
Card Member " Cases ' Users g0 m
Roles Templates Analytics Change Password

User: 4B Wickrernazinghe, edocs Adrministrator

Last Login: 02/28/2005 6:03 PM EST

Group By Categorie ~ase Count : Account Balance

Case Mo, Created Last Updated Card Member Mame Category Category Owner

1000041 02/01/2005 02/01/2005 Garner Mary Loug  Account Closed CSR Case Queue
11:34PM 11:34PM Balance

1000022 12/092004 01/13/2005 Shork Debbie Account Qpen Abbott, Joel
O7:54PM 10:10PM Balance

1000005 1171572004 11/15/2004 James Greg Account Closed wedla, Usha
04;21PM 04;24PM Balance

1000017 11730/2004 12/08/2004 James Greg Account Spen Albert, Lew
a7 27PM 10:53PM Balance

SIEBEL. ,

1000020 1z/06f2004 12/08/2004 Shork Debbie Account Qpen Albert, Lew
10:38PM 10:53PM Balance

1000021 1z/09¢z004 12/09/2004 Shork Debbis Account Clozed vadla, Usha
05:23PM O7:40PM Balance

1000003 1171572004 11/15/2004 Garner MaryLou Account Closed vedla, Uzsha
1z:02PM 05:29PM Balance

101001 1072772004 102772004 Sault, John (10) Account Closed Albert, Lew
04:14PM 04:28PM Balance

in0digoz  1o0f27 2004 10/27/2004 Sault, John [(10) Account Closed Albert, Lew
04:30PM 04:41PM Balance

101003  10/27/2004 1173002004 Gault, John (10) Account Clozad wickrermasinghe,
04:45PM 07:46PM Balance AR

102021 117092004 11/30/2004 Sault, John (10) Account Closed Albert, Lew
o9 02AM 07:4ePM Balance

100000l 1141372004 12/08 2004 Sarner Marylou Account Qpen Albert, Lew
01:35PM 10:52PM Balance

1000048 02/18/2005 02/28/2005 Garner Mary Loug Account Open C5R Caze Queue
02:044aM 03:54PM Balance

Figure 3.46 — Case Management Report Drill-Down: Group by Categories, Case Count
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csrmanager

Admin m

Analytics

Card Member ° Cases ° Users

Roles

Templates Change Password

Case Report Results

User: AR Wickremasinghe, edocs Administrator
Last Login: 02/28/20035 6:03 PM EST

Group By C5R, Case Count

25

237

20

SIEBEL.

CER Mame
Albert, Lew

Gault, Jobhn (14200

Percent

&1.0%

19.5%

vedla, Usha 4

Abbott, Joel 2

Sault, Jobn (14203 1
Wickrermasinghe, AR 1

Figure 3.47 — Case Management Report Results: Group by CSR, Case Count
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csrmanager

Card Member . Cases | Users X[ m

Roles Templates Analytics Change Password

Case Report Results

User: AB Wickrernasinghe, edaocs Adrministratar
Last Login: 02/25/2005 6£:03 PM EST

Group By C5R, Case Count : Gault, John {14201)

Case Mo, Created Last Updated Card Member Hame Category Category Owner
1000043 02/03/2005 02/28/2005 James Greg Dispute Jpen CSR Case Queue
04:43PM 05:51FPM Transaction [Escalation]

SIEBEL.

Figure 3.48 — Case Management Report Drill-Down: Group by CSR, Case Count
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cssrmanager

Card bMember © Cases ° Users g6 m

Roles Templates Analytics Change Password

Case Report Results

User: AR Wickremasinghe, edocs Administrator
Last Login: 02/28/2005 &:03 PM EST

Group By Case Days Open, Case Count

8
84

e LT
o

Case Days Open Count Percent
a5 =] 19.5%
iz4 5 12.2%
105 4 9,8%
a3 3 Foa%
=ln) 3 T
alal = 4, 9%
25 2 4, 9%
20 2 4, 9%
26 2 4, 9%
ia al 2.49%
103 al 2,49
io0z al 2.49%
iz23 al 2,49
1o 1 4%
alilal al 2.4%
alis al 2.4%
io09 al 2.4%
o al 2.4%
21 al 2.4%

Figure 3.49 — Case Management Report Results: Group by Case Days Open, Case Count
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csrmanager

Card Member © Cases | Users W% m

Roles Templates Analytics Change Password

Case Report Results

User: AR Wickrermasinghe, edocs Administrator
Last Login: 02/2&/2005 &:03 PM EST

11:34PM 11:34PM

12:36AM 03:54PM

SIEBEL.

1000041 02/01/2005 02/01/2005 Garner Mary Loug

1000042 02/02/2005 02/28/2005 James Greg

Case Mo, Created Last Updated Card Member Mame Category Category Owner

FAecount Closed CER Case Queue
Balance
Dizpute Qpen CSR Case Queus

Transaction

Figure 3.40 — Case Management Report Drill-Down: Group by Case Days Open, Case Count

csrmanager

Card Member ° Cases ° Users SECY AT m

Roles Templates Analytics Change Password

Case Report Results

User: AR Wickrernazinghe, edocs Adrinistrator
Last Login: 02/2&/2005 &6:03 PM EST

roup By Case Statu e Coul

Caze Status

Spen

Closed

20

10
SIEBEL. 0 :
o

Count

29

iz

dﬂ

Percent
FO.7%

29.3%




Card Manager Administration (CSR)

Figure 3.41 — Case Management Report Results: Group by Case Status, Case Count

csrmanager

Card Member * Cases ° Users AE;\;;m

Roles Templates Analytics Change Password

Case Report Results

User: AR Wickremasinghe, edocs Administrator
Last Login: 0272872005 6:03 PM EST

Case Mo, Created Last Updated Card Member Mame Category Category Cwner

1000041 02012005 02/01/2005 Garner Mary Loug Account Clozed C5R Caze Queue
11:34PM 11:34PM Balance

1000005 1171572004 11/15/2004 James Greg Account Closed wedla, Usha
04;21PM 04;24PM Balance

1000021 127092004 12/09/2004 Shork Debbie Account Closed vedla, Usha
05:22PM 07:40PM Balance

1000007 1i/18fz2004 127f02 /2004 Shork Debbie Payrment Closed vedla, Usha
0z:47PM 10:334M

SIEBEL.

ioo0oo0s 11/15/2004 11/15/2004 Sarmer Marylou Account Closed vedla, Usha
12:08PM 05:29PM Balance

104021  12/06/2004 12/06/2004 Sartiago, Brita Other Clozed Albert, Lew
10:27FPM 10:58PM

100001 1072772004 1072772004 Sault, John (10) Dispute Closed Albert, Lew
01:14PM 04:12PM Transaction

i0d00i  10/2F 2004 1072772004 Sault, John (10) Account Closed Albert, Lew
04:14PM 04:28PM Balance

in0digoz  1o0f27 2004 10/27/2004 Sault, John [(10) Account Closed Albert, Lew
04:30PM 04:41PM Balance

101003  10/27/2004 1173002004 Gault, John (10) Account Clozad wickrermasinghe,
04:45PM 07:46PM Balance AR

102021 117092004 11/30/2004 Sault, John (10) Account Closed Albert, Lew
o9 02AM 07:4ePM Balance

102001 10727 2004 02716 2005 Garner MaryLou Account Status Closed Albert, Lew

05:52PM O7:51PM

Figure 3.42 — Case Management Report Drill-Down: Group by Case Status, Case Count
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csrmanager

SIEBEL.

Roles Templates Analytics

Change Password

Case Report Results

Uzer: AR Wickrermasinghe, edocs Administrator

Last Login: 027222005 £:03 PM EST

Analyze C5R Cases Closed

4 4
4
3
2 2
2
1
0
1] T T T T T
n
V@" o e‘% \P\‘ﬁ &
o & &
& o Ea
? J‘Q &} c?‘f“‘
ot
CER Mame Count Percent
Albert, Lew 4 33.3%
wedla, Usha 4 33.3%
(R CY z 16.7%
Sarner Mary Loug 2 1c.7%

Figure 3.43 — Case Management Report Results: CSR Cases Closed




Card Manager Administration (CSR)

csrmanager

Card Member © Cases | Usars gi-¥ 0T m

Roles Templates Analytics Change Password

Case Report Results

User: AB Wickremasinghe, edocs Administrator
Last Login: 02/28/2005 6:03 PM EST

sed : Garmer Mary Loug

il
Lazt Updated Card Mermber Narme Category Category Owner
Closed CSR Case Queus

Caze Mo, Created

1000041 027012005 02/01/2005 Garner Mary Loug  Account
11:34PM 11:34PM Balance

102001 1072772004 02/16/2005 Garner Marylou Account Status Closed Albert, Lev

05:52PM 07:51PM

SIEBEL.

Figure 3.44 — Case Management Report Drill-Down: CSR Cases Closed
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Card Member * Cases * Users Admin m

Roles Templates Analytics Change Passward

Case Report Results

User: AR Wickremasinghe, edocs Administrator
Last Login: 02/28/2005 &:02 PM EST

Escalated Cases By C5R

1

14

0.75

0.5

0.257

SIEBEL. . . .

CER Mame Count Percent

Wickrernasinghe, AB 1 100,0%

Figure 3.45 — Case Management Report Results: Escalated Cases by CSR



Card Manager Administration (CSR)

L - = |0 =
Card Member * Cases ° Users Ad Lagout
Role emplate Analytics ange Pa ord
User: AR Wickremasinghe, edocs Administrator
Last Login: 02/28/2005 &:02 PM EST
Escalated Cases By C5R : Wickremasinghe, AB
Case Mo, Created Last Updated Card Mermber Harme Category Category Owner
1000043 02/03/2005 02/28/2005 Jarnes Greg Cispute Open C5R Case GQueue
04:43PM 05:51PM Transackion [Ezcalation)
SIEBEL.

Figure 3.46 — Case Management Report Drill-Down: Escalated Cases by CSR

cs‘manager

Card Member * Cases * Users

Roles Templates Analytics Change Passwrord

Case Report Results

User: AR Wickrernasinghe, edocs Adrministrator
Last Login: 02/23/2005 6:03 PM EST

Escalated Cases By Category

1

17

0.757

0.5

0.257

SIEBEL.

Categories Count Percent

Dispute Transackion al 100,0%
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Figure 3.47 — Case Management Report Results: Escalated Cases by Category

csrmanager

card Member . Cases | Users XIS m

Roles Templates Analytics Change Password

Case Report Results

User: AB Wickrernasinghe, edocs Adrministrator
Laszt Login: 02/25/2005 £:03 PM EST

Escalated Cases By Category : Dispute Transaction

Case Mo, Created Last Updated Card Member Mame Category Category Owner

1000043 02703 2005 02/28 2005 Jarmes Greg

O4:43PM 05:51PM

Dizpute Spen CER Case Queue
Tranzaction [Escalation)

SIEBEL.

Figure 3.48 — Case Management Report Drill-Down: Escalated Cases by Category
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csrmanager
P Card viember * cases 8 users JETTTRE Cosout
Roles Templates Analytics Change Password

Case Report Results
User: AB Wickremasinghe, edocs Adrministrator
Last Login: 02/28/2005 €:03 PM EST

2507 232

200

130

100+

&0 |
11
d‘d} "‘P & @‘@
& §a9 Q_Q &
W & &

Event Type Count Percent
Accepted 232 52.5%
Released 198 44.8%
Repliad 11 2.5%
Ezcalated 1 0,2%

Figure 3.49 — Case Management Report Results: Activity by Event Type
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csrmahnager

Card Member * Cases ° Users SEY T
Roles Templates Analytics Change Password

Case Report Results

Uszer: AR Wickremasinghe, edocs Administrator
Last Login: 02/28/2005 &:02 PM EST

Activity By Event Type : Replied

Case Mo, Created Last Updated Card Member Hame Categaory Category Cwner

1000005 11/15/2004 11/15/2004 Jarmes Greg Account Clozed “edla, Usha
04:21PM 04:24PM Balanca

1000021 12/09/2004 12/09/2004 Short Debbie Account Closed vedla, Usha
05:23PM 07:40PM Balance

1000007 11718/2004 12/02/2004 Shork Debbie Payment Closed edla, Usha
0z2:47PM 10:33AM

i0o00o0s 11/15/2004 11/15/2004 Sarner Marylou Account Closed “edla, Usha
12:08PM 05:29PM Balance

SIEBEL. .

104021 12/06/2004 12/06/2004 Santiago, Brita Other Clozed Albeart, Lau
10:27FM 10:58FM

104021 12/06/2004 12/06/2004 Santiago, Brita Other Closed Albert, Lew
10:27PM  10:58PM

104021 1270672004 12/06/2004 Santiago, Brita Other Closed Albert, Lev
10:27PM 10:58PM

104021 12/06/2004 12/06/2004 Santiago, Brita Other Closed Albert, Lew
10:27PM 10:58PM

100001 10/27/2004 1072772004 Gault, John (10) Disputs Closed Albert, Lav
01:14FPM 04:13PM Transaction

101001 1072772004 1072772004 Gault, John (10) Account Clased Albert, Lev
04:14PM 04:22PM Balance

i0iooz  10/27/2004 10/27/2004 Sault, John [10) Account Closed Albert, Lew
04:20PM 04:41PM Balance

Figure 3.50 — Case Management Report Drill-Down: Activity by Event Type
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csrmanager

Card Member ° Cases ° Users Admin m

Roles Templates

Analytics Change Password

Analytics

User: AR Wickrernazinghe, edocs Adrinistrator
Laszt Login: 03/07/2005 10:55 AM EST

Card Member Account Lockout Report
Card Account Time Locked Reg Failure Count
FTT14548537083534 03/07/2005 11:18:36 AM 4

SIEBEL.

Figure 3.51 — Card Member Account Lockout Report

csrmanager

Card Member

Roles Templates Analytics Change Password

Analytics

User: AB Wickremasinghe, edocs Administrator
Last Login: 02/28/2005 6:03 PM EST

Card Member User Lockout Report

Account Nurnber User ID Tirne Locked Login Failure Count
FTTL45485357 7473 lisaspizal 02/16/2005 05:09:46 PM &

SIEBEL.

Figure 3.52 — Card Member User Lockout Report
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csrmanager

Card Member Admin m

Roles Templates Analytics Change Password

Analytics

Uzer: AR Wickrermasinghe, edocs Administrator
Last Login: 02/28/2005 &:02 PM EST

Intermnal User Lockout Report

Login I User Name Tirne Locked Lockout Reason Login Failure Count

mabalos  Abalos, Marorie 02/28/2005 06:22:09 PM Invalid password 2

SIEBEL.

Figure 3.53 — Internal User Lockout Report

csrmanager

Card Member *

Roles Templates Analytics Change Password

Analytics

User: AB Wickremasinghe, edocs Administrator
Last Login: 02/28/2005 &:02 PM EST

Total Enrolled Card Members Report

Murmber of Enrolled Card Members

33

SIEBEL.

Figure 3.54 — Total Enrolled Card Members Report

Figure 3.55 — Card Member User Session Report




Card Manager Administration (CSR)

csrmanager

Card Member Admin m

Roles Templates Analytics Change Password

Analytics

User: AB Wickremasinghe, edocs Administrator
Last Login: 02/28/2005 &:02 PM EST

Internal User Session Report
CSRID CER Mare Logged <n
CEFUEErT

Wickrermaszinghe, AR nz2/f28/2005 06:23:19 PM

SIEBEL.

Figure 3.56 — Internal User Session Report
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System Reports

4.1 Daily Activity Reports

This section describes the use cases for the following reports:

Card Member Activity Report

Card Member Profile Change Report

Payment Report

Direct Bill Pay Report

Address Change Report

Card Member Lockout Report

Internal User Lockout Report

Secure Messaging Report

4.1.1 Card Member Activity Report (1200)

Card Member Activity Report

Card Member Activity Report tracks online card member activity including
enroliment events, login event, log out or timeout events, view statement,
and send a secure message.

csv
FTP

TBD

Report contains the following fields:

1.

2
3
4.
5

Card Member Account Number
Date and Time Stamp

Activity Code

Language Indicator

IP Address



System Reports

The Activity Report runs Midnight — Midnight. The list of Activity Codes
and corresponding Activity Data is provided in the attached file.

Final CM_Activity
Codes.xls (1...

The purpose of this report is to track the activities that card members
perform and not to report on the data entered by card members, so this
report does not contain any activity data. Other reports such as the
Payment Report will capture transaction data.

4.1.2 Card Member Profile Change Report (1205)

Card Member Profile Change Report

Card Member User Profile Change Report lists Card Member user profile
changes, which include all Address fields, Home Phone Number,
Business Phone Number, Email Address, Password and Language
Indicator

csv
FTP

TBD

Report Contains:

© N o g M 0w DR

Card Member Account Number
Date and Time Stamp

Profile Change Type

Card Member’s Old Value
Card Member's New Value
Profile Change Count

Home Phone Change Count

Business Phone Change Count

The Activity Report runs Midnight — Midnight.

4.1.3 Payment Report (1210)

Payment Report
Payment Report tracks all card member daily online payments.

Csv



System Reports

FTP

Report Contains:

Card Member Account Number

Checking Card Member Account Number
Account Type (Checking, Savings)

Payment Type (Scheduled, One-Time, Recurring)
Transit/Routing #

Payment Amount

Date and Time Stamp

© N o g > w0 Db

Transaction ID

Runs from 7pm EST - 6:59 pm EST. The reports should be
created seven times a week

4.1.4 Pay Other Bill Report (1220)

Pay Other Bills Report (Corresponds to Pay Other Bills use
case)

Pay Other Bills Report tracks all card member activity for the Pay
Other Bills Program.

csv
FTP
TBD

Report Contains:

Card Member Account Number
Date and Time Stamp

Payee Name

Payee Address

Payee City

Payee State

Payee ZIP

Payee Card Member Account Number

© © N o a M w0 DR

Payee Payment Amount
10. Ticket Terms Code
11. Direct Bill Pay Flag (Value=2)

12. Available Credit at time of transaction
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4.1.5 Address Change Report (1230)

Address Change Report

The Address Change Report provides a list of all accounts where
potential fraud may be occurring. The change types tracked are
same day as enrollment, same day as forgot password, and same
new address as another address change today or during previous
day

Csv

FTP

Report Contains:

1.

2
3
4.
5

Card Member Account Number
Date and Time Stamp

Change Type

Card Member’'s Old Address

Card Member’'s New Address

This report:

Provides a list of all accounts where an address change was
requested on the same day as enroliment, re-enrollment or forgot
password.

Provides a list of all accounts that have changed their address to a
new address that is IDENTICAL to a new address on a previous
address change that occurred the same day or during the
previous calendar day.

4.1.6 Card Member Lockout Report (1240)

Card Member Lockout Report

The Card Member Lockout Report lists card members that have
become locked out due to login and registration failures.

Csv

FTP

Report Contains:

1.

2
3.
4

Card Member Account Number
Date and Time Stamp
Card Member User Login Failure Count

Account Registration Failure Count
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4.1.7 Internal User Lockout Report (1242)

Internal User Lockout Report

The Internal User Lockout Report lists CSR Users that become
locked out due to login failures and password expiration.

Csv

FTP

Report Contains:

1.

2
3
4,
5

Internal Login ID

Internal User Name

Date and Time Stamp

Lockout Reason (Invalid Password, Inactive, Expired)

Internal User Login Failure Count

4.1.8 Secure Messaging Report (1330)

Secure Messaging Report

The Secure Messaging Report shows case management productivity
for all CSR Users

csv
FTP

TBD

Report Contains:

© N o o A~ wDd PR

New/Processed Item (0=not worked; 1=worked)

Case ID Number

Inquiry Date/Time (Date Created)

Card Member Account Number

Processed Date/Time (Date Updated, if processed by rep)

Internal Login ID (if processed by a rep, i.e., New/Processed Iltem = 1)
Language Indicator (en_US=English; es_US =Spanish)

Template Name (if processed by rep)

Category code is length 2. Category code relates to CSR User categories
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4.2 Daily Security Reports

This section describes the use cases for the following reports:
e Internal Users Activity Report

e Internal User Role Report

¢ Internal User Profile Change Report

o Internal User Security Violation Report

4.2.1 Internal Users Activity Report (1300)

Internal Users Activity Report

Internal Users Activity Report serves to detect fraudulent activity of
the CSR Users who have access to card member data. The report is
twofold: it tracks CSR User activity in the CSR User application and
it tracks action made on behalf of card member (tracking the same
information as the Card Member Activity Report). CSR User activity
includes searching card member by SSN, jumping to page, resetting
password, unlocking card member, unlocking account number,
unlocking CSR User, changing CSR User Status (active or inactive)
and changing card member user status (active or inactive).

Csv
TBD

Report Contains:
1. Internal Login ID
2. Date and Time Stamp
3. Internal User Activity Name (Code)
4. Activity Data
Jump to Page jumps to the first page of a series of pages and will

not necessarily show the page the CM is currently on. It will also not
show data that the CM has entered into a form.

4.2.2 Internal User Role Report (1310)

Internal User Role Report

The Internal User Role Report lists all CSR Users and their roles and
privileges. CSR User statuses tracked are active or inactive
only.

CsVv

TBD
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Report Contains:

CSR User Name

Internal Login ID

Status

Role

Privileges

Categories (Case Management)

Escalation or No Escalation (Case Management)

© N o g~ w Dd e

Date and Time Stamp of Last Login

4.2.3 Internal User Profile Change Report (1320)

Internal User Profile Change Report

The Internal User Profile Change lists all changes to the CSR User’s
profile. A change is defined as addition, deletion, and update,
where applicable, to Case Management categories, roles,
privileges, escalation, status (active or inactive), password,
and language indicator.

csv
FTP

Report Contains:

Internal User Name of person making change
Internal Login ID of person making change
Date and Time Stamp of change

Changed Internal User Name

Changed Internal Login ID

Change Type

Change Data

© N o g > DR

Internal User Change Count

4.2.4 Internal User Security Violation Report (1330)

Internal User Security Violation Report

This report tracks failed login attempts by internal admin users
and the reason for the failure.

Csv

FTP
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Report Contains:

1.

2
3
4,
5

Internal User Name
Internal Login ID
Date and Time Stamp
Reason Failed

IP Source

4.3 Daily System Reports

This section describes the use cases for the following reports:

e User Information Report

e E-Mail Notification Report

o File Reconciliation Report

4.3.1 User Information Report (1410)

User Information Report

The User Information Report shows enrollment and log in report.
This report will report on enroliments, logins and statement views for
the given day (from midnight to midnight)

Csv

TBD

Report Contains:

1.

2
3
4.
5

Date and Time Stamp

Number of Logins

Number of Distinct Users
Number of New Enrolled Users

Number of Statements Viewed

4.3.2 E-mail Notification Report (1420)

E-mail Failure Report

The E-mail Notification Report lists e-mails that have been sent by
Siebel Self-Service for Cards

Csv

FTP
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Report Contains:

Date and Time Stamp

Time Stamp for Email Job Start
Time Stamp for Email Job Finish
Card Member Account Number
Card Member E-mail Address

o o~ w Db E

E-mail Title

4.3.3 File Reconciliation Report (1430)

File Reconciliation Report

The File Reconciliation Report tracks the number of statements
(primary keys) processed.

Csv
e-mail

Report Contains:

Date and Time Stamp
File Type

File Name

File Size (MB)

File Load Time

Statement Count

N oo g M D

Record Count

The report can be in the body of the e-mail

The e-mail tile should be descriptive: include File Type; Date
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User Interface

5.1 Introduction

This section outlines the User Interface (Ul) of the system. The solution will be
compatible for the following browsers:

e |E5.X and above
o Netscape 7.X and above
o Firefox 0.9

5.2 Accessibility

The Siebel Self-Service for Cards website will be handicap accessible. The details of the
accessibility are TBD and will be delivered in a separate document.

5.3 Browser Window Title

The title presented in the browser window will be “Siebel Self-Service for Cards brought
to you by Siebel Systems”






External Interfaces

6.1 Overview

Siebel Self-Service for Cards supports the FDR billing system’s statement data file,
Monetary, and Delta (Change Data) file formats. Other interfaces for other billing systems
such as TSYS may be supported upon customer request.

¢

Billing System Statement Files — contain statement data generated and delivered by the
billing system to the Siebel Self-Service for Cards Platform for each monthly billing
cycle

Billing System Monetary Files — contain daily payment transactions generated and
delivered by the billing system to the Siebel Self-Service for Cards Platform

Billing System Change Data (CHD) File — the billing system to the Siebel Self-Service
for Cards Platform

ACH Payment File — contains online payments processed by the payment module and
delivered by the Siebel Self-Service for Cards Platform to the billing system

Batch Processing consist of following steps:

* & & o o

File delivery by the billing system

Pre-processing

Upload processing

File generation by Siebel Self-Service for Cards Platform
File delivery by Siebel Self-Service for Cards Platform

The batch processing tasks have recoverability in the event of any kind of failure like
network, system or database. Database Back-up will be performed after uploading the data
from the billing system delivered files and then only billing system delivered files will be
removed from the system.

Note: Response header may not be needed

Filler 32

Batch Type Code Value = 9 (Non-Monetary Batch Header 1
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Record)

3 Filler Must be spaces 2

4 Batch Number Numeric 5

5 Dro_p Debit Ticket File Value =D 1

Indicator

6 Ticket File Batch Date Format = MMDD 4

7 Filler Must be spaces 2

8 System Number Numeric = 5994 4

9 Filler Must be spaces 2

10 Principal User Number Principal Bank Number for Cardholder 4
Numeric

11 Filler Must be spaces 22

12 Terminal ID Numeric 4

13 Operator Code Numeric 2

Figure 6.1 — Payment File Batch Header
1 Cardholder Account Alphanumeric with check digit and trailing 16
Number spaces

2 Transaction Code Numeric with leading zeros 3
Add or change banking information 17 (Checking)
021 = Checking Account (Alphanumeric, 17 (Savings)
Variable Length Field Max Length = 17) 9 (Routing

s | Accounnumber | Q24 e accourk ranumerc, | Noben
053 = Transit Routing Number (Numeric
Length = 9)
Must be spaces 38 (Checking)

4 Filler 38 (Savings)

46 (Routing)
5 Terminal ID Numeric 4
6 Operator Code Numeric 2

Figure 6.2 — Account Information Transaction
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1 Cardholder Account Alphanumeric with check digit and trailing 16
Number spaces

2 Transaction Code Numeric with leading zeros 3

Numeric 2
3 T759-SUB-TRAN

T759-ACH-PMNT-AMT 17
5 Payment Amount

Numeric with two decimal places 9(15)V99
6 Payment Type Values = C (Checking), S (Savings) 1
7 Filler Spaces 35
8 Terminal ID Numeric 4
9 Operator Code Numeric 2

Figure 6.3 — Payment Transaction

1 Blank Test Area Must be spaces 31
2 Header Type Value = 01 2
3 Client Number Value =D 4
4 User ID Text Alphanumeric (Upper Case) 6
5 Record Input Counter Numeric 8
6 Sequence Number Alphanumeric 5
7 Filler Alphanumeric 24

Figure 6.4 — Response Header Format

6.1.1 ACH Returns

No ACH return file processing is required.

6.1.2 Format Updates

Billing system issues updates to file formats six times a year. These may result in the
requirement to change Siebel Self-Service for Cards pre-processors. Such changes are out of
the scope of the work defined by this document and would be handled under a separate
Statement Of Work.
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6.1.3 Cycle (MSR) File

2GB Estimate based on past records

3:00AM-7:00 AM Kicked off after midnight
Download time 270 mins (DS3)
Window for scheduling job: (5am — 11am)

See Billing
System

Sun-Fri 6 times a week (not Saturday)

Except if Saturday is last day of month, in which
case it will be on Saturday instead of Sunday.

See MSR File Mapping Document

6.1.4 Monetary File (MON)

The Daily Monetary file contains the all the daily transactions posted to an account for the
previous day. This includes, online payments, non-online payments, credits and returns and
purchases. (It does not contain non-billed authorizations).

.5 GB Estimated based on past records
1:.00 AM Kicked off after midnight CST
See Billing

System

Sun-Fri 6 times a week (not Saturday)

Except if Saturday is last day of month, in which
case it will be on Saturday instead of Sunday.

See Monetary File Format Document
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6.1.5 Change Data (CHD) File

Change Data file is a file that gets generated everyday. It only contains accounts when
something has changed on an account. For example: Current Balance changed due to
payment made by card member or a card was reported lost or stolen. The file is generated
even if it contains no records. (See CHD File Format Document)

1-4 GB IGB per day sometime up to 4GB

270 mins (DS3) Kicked off after midnight
Download time

Window for scheduling job

(4am — 6am)
See Billing
System
Sun-Fri 6 times a week (not Saturday)

Except if Saturday is last day of month, in which
case it will be on Saturday instead of Sunday.

See CHD File Format Document
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6.2 FDR Real-Time Interfaces

6.2.1 Overview

CardManager App Server Layer

FDR
Connector

CardManager
Database Layer

edocs

Database

Figure 6.5 — Siebel Self-Service for Cards Real-Time Interfaces

FDR real-time interface consists of a set of ODS calls. These are messages to an FDR
MQSeries server in Omaha. Since there is a cost for each transaction, the number of calls will
be minimized as far as possible within performance constraints.

6.2.2 ODS Calls By Feature

The following table summarizes ODS calls made to support Siebel Self-Service for Cards
features. See also a spreadsheet with full details of the ODS calls.
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Enroll

CHDHLDR

EMBOSS_TEMP
INTERNET_ADDRESS_INFORMATION
CNONMON
CARD_ISSUANCE_PLASTIC

Get profile information for validation

Get CVV information for validation using
expiration date.

Get External and Internal statuses to
determine whether card member is allowed
to enroll.

Send updated e-mail address

Set Enrolled Flag (Misc_8_5 field)

Update Profile CHDHLDR Check status codes to determine whether
card member can view Personal Details.
CAP
CHDMEMO Send update to change info on FDR.
CNONMON Send memo for profile change: phone
Login/Account CHDHLDR Get profile information for display

Summary

CARDHOLDER_SPECIAL
CREDIT_LIFE_INSURANCE

Determine what important messages
should be displayed.

Get External and Internal statuses to
determine whether card member is allowed
to log in and what features card member is
allowed to see and use.

Check insurance flag, portfolio flag and
status codes to determine whether card
member is eligible for Account Protection
Plus (APP).

Check status codes and Number of Plastics
to determine whether eligible for Direct Bill
Pay. (In which case Direct Bill Pay tab will
be displayed)

Manage Alerts

CHDHLDR

Get current values of balance

Make Direct Bill

BALANCE_CONSOLIDATION

Send request to make a balance transfer

Payment using locally stored Payee information.
Make/View CHDHLDR Get current card member profile
Payment CNONMON information for display

Send payment request
Manage Bank CNONMON Send bank information on first enroll

Accounts

Get bank information for checking repaired
bank information (EPICWare issue).
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Order Service CHDHLDR Check statuses to determine what services
CAP are available.
Check days delinquent not > 40
Convenience CNONMON Last Check Number parameter = 2000
Checks (SS)
Suppress Paper CNONMON Held Destination Code set to “W”
(SS) CHDHLDR Statement Hold Code (CHDHLDR)

Misc Field 10, Pos 6 (E=Eligible)

Request CHDHLDR Need to display primary and secondary
?Sesp)lacement Card CARD_ISSUANCE_PRODUCT user and check for auth users

Sequence number must be 0001 (Primary)
or 0002 (Secondary)

Need to check if the card is in the reissue
process

CAP

Add Authorized CAP Name must not match existing auth user

User (SS) Sequence number 0003-0250 for additional

authorized users.

Need to check if the card is in the reissue
process

Dispute (SS) CHDHLDR Get current card member account number
and Address, home and work phone
number

Handle Card CHDHLDR Get following card member profile and
Member Inquiry status information so that card member
INTERNET_ADDRESS_INFORMATION profile can display: Primary Name;Paper
CARD ISSUANCE Off Eligible Flag; Paper Hold Flag;Direct Bill
- Pay Eligible Flag; Balance Transfer Eligible
Flag; External and Internal Status Codes;
Social Security Name; Billing Zip Code;
Product Code (Brand); E-mail Address;
Convenience Check Eligible; Replacement
Card Eligible; Add Auth Eligible

Figure 6.6 — Features That Use ODS Calls

6.2.3 ODS Business Rules By Field

The following table provides a cross-reference for ODS fields used in business rules.

External Status AB L U ZFIlorC B2 Enroll Display 1000 Enroall
(with balance is zero or
negative)

External Status AB LU ZFIlorC B1 Login Display 1110 Login

(with balance is zero or
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negative)

Internal Status X B1 Acct Summary Intuitive 1340 View Account
Messages Summary

Internal Status D B1 Acct Summary Intuitive 1340 View Account
Messages Summary

Internal Status (@] B1 Acct Summary Intuitive 1340 View Account
Messages Summary

External Status C B1 Services Display 1890 Order Service

External Status &
Internal Status

External Status is E OR
((Internal Status of D
OR X AND Days
Delinquent > 40):

B2 Services Display

1890 Order Service

Primary Name,
Secondary Name

eligible

Product Type = Secured Product B2 Services Display 1890 Order Service
Code Type (See Product

Type code mapping

table.
Auth Users, TBD B1 Add Authorized User 2030 Add Auth User

Card Member

Misc Field 10 Misc Field 10 Position 1 | B3 Direct Bill Pay eligible 2340 Bill Payee
Pos 1, External | is Z 2400 Make Bill Payment
Status, External Status of “*
Statement Hold | (pjank)
Ellzgiiﬁsm Internal Status of “*

(blank) or “N”

NOT Statement Hold

Code of “R”

NOT Auth Flag of “A”

NOT # of Plastics of “0”
CcvC = CVC provided by B1 CVC Enroll eligible 2480 Validate CVC

6.2.4 E-Mail Notifications

The following table provides a complete list of e-mails with definition of when e-mail gets
generated, what dynamic content is included, and which addresses the e-mail is sent to.

Secure Message Reply

CM E-Mail Address
CM First Name

Sign-In

Sign-In

CSR User replies
to Message

Profile Address
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w/automatic re-
direct to
Message Center
tab

w/automatic re-
direct to Pay
tab

Convenience Checks CM E-Mail Address Sign-In Card Member Profile Address
Requested CM First Name requests
Convenience
Checks
Profile Changed CM E-Mail Address Sign-In Card Member Profile Addresss
CM First Name changes profile
E-mail Address CM E-Mail Address Sign-In Card Member Profile Addresss
Changed CM First Name changes profile old E-mail
Address
Statement Available CM E-Mail Address Sign-In System uploads Alert Address
CM First Name Sign-In wire- statement data OR
direct to from MSR file
Statements tab Profile Address
Sign-In
w/automatic re-
direct to Alerts
tab
Payment Past Due CM E-Mail Address Sign-In System Alert Address
CM First Name Sign-In wire- determines that |
direct to payment IS past
Statements tab | due Profile Address
Sign-In

Payment Due in X
Days

CM E-Mail Address
CM First Name
Payment Due Date

Sign-In

Sign-In
w/automatic re-
direct to Pay
Tab

System
determines that
payment is due in
X days

Alert Address
OR
Profile Address

Credit Limit Reached

CM E-Mail Address
CM First Name
CM Credit Limit

Sign-In

Sign-In
w/automatic re-
direct to Quick
Pay Tab
Sign-In
w/automatic re-
direct to Alerts
tab

System
determines that
limit is reached

Alert Address
OR
Profile Address

Balance Within

CM E-Mail Address
CM First Name
Alert $ Amount

Sign-In
Sign-In
w/automatic re-

System
determines that
balance is within

Alert Address
OR
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direct to Quick
Pay Tab
Sign-In
w/automatic re-
direct to Alerts
tab

$X of credit limit

Profile Address

Balance Exceeds

CM E-Mail Address
CM First Name
Alert $ Amount

Sign-In

Sign-In
w/automatic re-
direct to Quick
Pay Tab
Sign-In
w/automatic re-
direct to Alerts
tab

System
determines that
balance exceeds
$X

Alert Address
OR
Profile Address

Balance Drops Below

CM E-Mail Address
CM First Name

Sign-In
Sign-In

System
determines that

Alert Address
OR

Alert $ Amount w/automatic re- | balance drops
direct to Alerts below $X Profile Address
tab
Payment Applied CM E-Mail Address Sign-In System Alert Address
CM First Name Sign-In determines that OR

w/automatic re-
direct to Alerts
tab

Payment posted
by FDR

Profile Address

Credit/Return Applied
to Account

CM E-Mail Address
CM First Name

Sign-In

Sign-In
w/automatic re-
direct to Alerts
tab

System
determines that
credit posted by
FDR

Alert Address
OR
Profile Address

Purchase Item
Exceeds

CM E-Mail Address
CM First Name
Alert $ Amount

Sign-In

Sign-In
w/automatic re-
direct to Alerts
tab

System
determines that a
purchase exceeds
$X

Alert Address
OR
Profile Address

Enrollment completed | CM E-Mail Address Sign-In System enrolls Profile Address
CM First Name user
Payment Submitted CM E-Mail Address Sign-In System creates a | Profile Address
CM First Name Sign-In payment request
w/automatic re-
direct to

Payment History
tab

Direct Bill Payment
Submitted

CM E-Mail Address
CM First Name

Sign-In
Sign-In

System creates a
balance transfer

Profile Address
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w/automatic re-
direct to Direct
Bill Payment tab

request to make a
Direct Bill
Payment
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