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Review and Revision History

	Version
	Date
	Who
	What

	1.0
	Mar. 6, 2012
	Karen Rempel
	Created document (copied previous sample into new template), updated with info from process review.

	1.1
	Mar. 14, 2012
	Karen Rempel
	Updated doc numbering scheme & program sponsor

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	


Related Documents

	Document Name
	Description

	Action List_MS_1.2_Create_CIF_v0.12
	Action items and decisions to be made for this process

	Create CIF - Functional Specs Matrix3
	Screen, tab, and field-level information

	1.2.Create CIF-Process Report
	EPCs and user roles

	Delta Log Member Services 1.2_v0.19 
	Customization, configuration, process changes, and change impacts identified during process review (not approved yet)

	P3 CM10.001.A – Personal Profile Questions
	Outstanding questions and issues (from the documentation perspective) and their resolution

	
	


Context
This document captures the process review deliverable of step-by-step procedures. The procedures will be used by the Change Management workstream to develop training materials and online help. This document also identifies the policies and procedures related to the process that will require updating as a result of the T24 implementation, if any.
[All comments and questions about outstanding issues and decisions are indicated in square brackets.]

Audience
The primary audience of this document is members of the Change Management workstream, including training content developers and online help developers. Some of the information captured herein will also be of interest in preparing the Change Impacts Assessment. Vancity’s Business Transformation team, in partnership with Vancity business areas, is responsible for updating Vancity Policies & Procedures. Content from this document will be useful for this task. The description of acceptable field inputs will also be helpful for the Capgemini Test Team to use in developing their test scripts.

Overview of Creating Personal Member Profiles
The procedure in this document describes how to create a personal profile. In T24, the out-of-box language for this feature is Customer Information File (CIF). The Business Team and CM Team discussed the terminology and recommend using the terminology “Profile” rather than “CIF.” This terminology will be presented to the BAG for approval in the document P3 BT10.01 – Account Profile Membership.doc.

The profile is a new concept at Vancity. In T24, staff must create a profile before creating a membership. Each person or business has a profile. You assign a single profile to a membership for single personal memberships. Multiple profiles can be assigned to a membership to create joint memberships and business memberships with multiple signers.

There are personal profiles and business profiles. There are also non-member profiles (for example, for Financial Institutions). Pigeon Park will have a customized screen for personal profiles. This document only describes the procedure for creating personal member profiles.

For information about functional process maps, application gaps, process changes, and related requirements documents, see the Member Services Stream > 1.2.Create CIF folder on the Application Work Group Team Site. Also see the Related Documents section of this document.
	Dates of workshops
	January 31 to February 13

	Processes reviewed
	Create a Personal CIF (Create CIF)
Create non-member CIF

Create New Customer

Perform AML Checks

Credit Bureau

	Current user roles
	Account Manager 1
Branch Manager

Assistant Branch Manager

MSC Account Opening Agent [Agent MSC Level 2?]
[What about Financial Services Coordinator? Previous info from Ben; at review meeting Kelly & Chris said that in theory other roles might do it]

	Future user roles
	

	Business areas
	Branches, MSC [Captured in process review??]

	Workflow
	Before creating a profile, check whether the person is already a member. See the Member Search process. For non-member profiles, you can use the same Member Search process. 

After creating the profile, for members, create a membership. See the Create Membership process.

	Navigation
	In the Canadian Model Bank Menu, click CAMB User Menu > CIF and Membership Creation > Create a Personal CIF.

[The navigation will change when the menu has been designed. There might be different paths for different role-based home pages.]
Vancity Menu: In the Members menu, click Personal Profiles.

	Version name
	CUSTOMER,CAMB.INPUT1 [Will change when create VC version.]

	Forms for process input
	Member Account and Services Application: Form 0010.pdf
Third Party Statement – New Account: MS2-120.pdf

	Forms output
	In vmax the Member Account and Services Application was an output. It is planned to output this form from T24 as well (to be developed).

	Links in insite to P&P
	Opening and Updating Accounts
Account Opening and Review of Existing Accounts - Retail
Joint Accounts – Changing Signing Authorities
Account Information – Contains links to P&P for other types of accounts

Account Opening Required Data Fields
Transgender Persons Account Opening Procedures
Accounts for CUCBC and Credential Group Staff Procedure
Power of Attorney for Personal Accounts (Policy page & Procedure page)

Denial of Membership
Vancity’s Standard of Acceptable Identification
Imaging Membership Application and Signature Cards
Credit Bureau Reports for New Accounts
Credit Bureau Report
KYC Guidelines
Account Opening (new process, includes MSC info)

Retail Member Assignment
Introducing a redesigned account opening and member onboarding process starting today 
Initialize Account Opening
Set Up Account Opening
Finalize Account Opening
Credit Bureau Reports for New Accounts
Onboarding Credit
Account Opening Cross Sell

	P&P impacted
	All; see “P&P Notes” on page 18.


Creating a Personal Profile

This section describes the procedure in T24 for creating a personal profile for a member.

[Action Item A1.2.9 Need to find out whether can still create a profile in MRM. 

A1.2.18 – how forms will be generated (A1.2.17, per Chris, none needed for CIF, just for membership)]
To create a personal profile
1. If the person will be opening an account on behalf of a third party, complete the Third Party Statement – New Account form.
2. In T24, navigate to Personal Profiles.

3. Click New Deal.

4. In the Personal Profile screen, specify these values:

	Profile
	T24 automatically selects the Profile type 10, Personal. You cannot change it.
	

	Title
	Select the member’s preferred form of address from the list:

Dr

Miss

Mr

Mrs

Ms

Rev
Sir

[All titles should have a period after them except Miss. Probably won’t make this change. Adding Sir? (not in T24 R10).]
	

	Given Name

[First Name]
	First name.
	

	Family Name

[Last Name]
	Last name.
	

	GB Full Name

s/b Full Name
	T24 automatically fills in the last name, suffix, first name, and middle name, up to 35 characters, when you save the record. [Expected behaviour; currently just inputs the last name.]
	

	GB Full Name-2

s/b Full Name, Second Line
	T24 uses this field if the combination of last name, suffix, first name, and middle name is longer than 35 characters.
	

	GB Short Name

s/b Short Name
	T24 automatically fills in the first name. [S/b first name & last name, used to ID member throughout system.]
	

	Mnemonic
	T24 assigns a numeric identifier when you save the record.

T24 displays the word AUTO here the first time it validates an entry in the screen.

[This field to be hidden from end users in all versions.]
	

	Gender
	Select Female or Male. A1.2.24 – changing to drop-down and removing None.
	

	Marital Status
	Select the member’s marital status from the list:

Divorced

Married

Other

Spouse

Unmarried

Widow Woman
[Will be updating list during UI work.]
	

	Date of Birth
	Date of birth. Select the date from the calendar, or type it in the numeric format yyyymmdd. For example, 19650531. 

T24 validates the date and then changes the date’s displayed format. [This is a hot field and a number of other fields are defaulted when they leave this field.]
	

	Death Date

s/b Date of Death
	Leave blank.

Fill in the date of death later if the member dies.
	

	Sin No

s/b SIN
	9-digit Social Insurance Number.

If the member does not have a SIN, enter 999999980.

If the member does not wish to supply a SIN, enter 999999998.
	

	Language
	Accept the default, 1 – English.

[Might omit this field since it will always be English.]
	

	Account Officer

s/b Department Account Officer
	Select a role from the list.

[Possible values and how to use TBD.]
	Was called FSR in RFS but not mandatory; team name in MRM; will be mandatory now: Mike M suggested universal assignment

	Second Officer.1

Second Department Account Officer
	Leave blank unless you need to specify an additional role for the member’s account officer.

Click + to add more account officers.

[Process change to have second officer on the CIF – currently on the account.]
	Will be able to track everyone they deal with on one screen; positive benefit, optional field. could give org. some good metrics.

	Sector
	Accept the default, 1000 – Personal.

For trusts, clear the default value from the field and then type or select 1500 – Personal Trust.
	New – don’t have this today

	Industry

s/b Benefit Type
	Member benefit type. Type the 4-digit code or select from the list:

1000 – REG – Individual (25 to 54)

1005 – JUN – Junior (under 25)

1010 – GLD – Gold (55 or over)

1015 – SP1 – Special 

1020 – STF – Staff 

At the end of the day, T24 checks birth dates and automatically changes the benefit type if necessary.

1035 – SP3 – Pigeon Park will be the only option for the Pigeon Park version.
	

	Target
	Accept the default marketing group, 999 – Regular, or type another code:

50 – RAP – Refugee Assistance Program

60 – YCU – Youth Credit Union

[Default target is 999, which is missing in R10, causing error message. It is supposed to be there in R11. More discussion underway - A1.2.26, AG2012-11. More codes TBD.]
	

	Customer Status

s/b Member Status
	Member status:

1 – Full member.

2 – Closed member. Specify the Reason for Closure.

3 – Non member.

[Why is the default 3? – changing to none]
	

	Residence
	Country of residence. Accept the default,  CA – Canada, or select another 2-letter country code from the list.
	

	Residence Region
	Province. Accept the default,  CA03 – BC, or select another 4-digit code from the list:

CA01 – Quebec

CA02 – Ontario

CA03 – BC

CA04 – Alberta

CA05 – Manitoba

CA06 – Saskatchewan

[Delta to add other provinces.]
	

	Contact Type.1

[s/b Preferred Contact Method]
	Method for contacting the member. Select from the list.

To specify additional contact methods, click >.

[Delta to determine in UI stream what the options should be (used in MRM today). AG2012-16.]
	new

	Contact Detail.1
	Type the particulars of the contact method, for example, the preferred time of day to call.
	

	NEW: Reason for Closure

[don’t know where the new fields will be positioned on screen]
	Reason for closing the member CIF:

01 – Not competitive: rate, service charges

02 – Product or service unavailable

03 – Declined for product or service

04 – Staff knowledge

05 – Service experience

07 – Inconvenient location or moving

08 – Temporary account or estate distribution

18 – Security issue or unsatisfactory account operation

22 – Staff or corporate mistakes or errors

24 – Bankruptcy, sent to collections, or foreclosure

27 – Dormant account

33 – Consolidation elsewhere

35 – Business cessation

99 – Unwilling to provide reason
	

	NEW: Suffix
	Suffix for the member name, if any:

Jr.

Sr.

II

III

IV

V
	

	NEW: Member Age
	T24 displays the member’s age when you enter the Date of Birth.
	

	NEW: Preferred Name
	Member’s preferred name or nickname.

[FAMILIAR.NAME needs to be added – AGA 01.06]
	Improvement to have both this and legal name (better member experience, improved reporting for Rev Cda, easier for staff to enter info)

	NEW: LCTR Exemption
	[AGA 07.01 & 07.02, BRD. Not sure what tab to put it on yet.] 
	


5. To record the person’s mailing address, phone numbers, and email address, in the Address tab specify these values:

	GB Mailing Address Line1

s/b Mailing Address Line 1 or Street-TBD
	First line of the member’s mailing address, up to 35 characters.

Include the street, street number, and unit number or PO Box, if any.
	Entire address entry method is new (some fields required now); better data quality, correct householding for mailouts, easier entry for employee

	GB Mailing Address Line2

s/b Mailing Address Line 2
	Second line of the member’s mailing address, if more than 35 characters are needed for the street information. You can also use this line for C/O information.
	

	City
	City.
	

	Country
	Accept the default, CA – Canada, or select another 2-letter country code from the list.

If you select Canada, you must enter a province and postal code. If you select US, you must enter a state and zip code.
	

	Province
	Type B – BC, or select another 2-letter province code from the list.

[Will be adding all provinces and changing to Capital letters for the 2-letter codes.]
	

	State
	For US addresses, type the state.
	

	Postal Code/Zip
	Postal code, typed the usual way with a space between the first and second sequence. For example, V5V 5V5.

For US addresses, the 5- or 9-digit zip code. For example, 90210 or 90210-1234.

For addresses in other countries, this is a free-format text field.
	

	Phone Numbers Res.1

s/b Main Contact Number
	10-digit home phone number, in any format.

Click + to add more phone numbers.

[AG2012-17 (need to decide about formatting, whether refused & n/a can be added). All 3 phone number fields TBD. Not using Fax field.]
	no auto format as before (unless developed)

	Phone Numbers Off.1
	10-digit office phone number, in any format.

Click + to add more phone numbers.
	

	Mobile Phone Numbers.1
	10-digit mobile phone number, in any format.

Click + to add more phone numbers.
	

	Email Address.1
	Email address.
	


6. New tab TBD: Privacy tab.

	Access Level [Poss. New Field]
	[A1.2.37: Will be determined whether to bring this field over from vmax when look at SMS.]
Access level required to look at a member’s level?

[Per FSM3 – behaviour TBD. Not sure if the field would be in the Profile screen.]

	NEW: Privacy

   Call

   Mail

   Email

   Marketing Inserts

   Share
	For each contact method, indicate whether the member has granted permission to contact them: Yes or No.


7. To record the person’s two pieces of identification, in the ID Doc tab specify these values: [AG & PC1.2.28 for this tab]
	Legal ID No.1

[s/b Number]
	Identification number.

Click + to open fields for the second ID.

[List needs to include primary & secondary types of ID and indicate them. List of IDs to come from Corp. Security]
	process change to have all types in one list

	Legal Doc Name.1
	Type of identification. Select from the list:

Driving License

Certificate Of Incorporation s/b “of”
Passport

Social Security

[This list needs to be updated to reflect Vancity’s standard of acceptable identification.]
	

	Issuing Authority.1

[s/b Place of Issue]
	Issuer of the identification. Type the name of the country, province, credit card company, or other issuer.
	

	Issue Date.1
	Date the identification was issued.
	New requirement for Vancity. Corporate security prefers this; greater compliance.

	Expiry Date.1
	Date the identification expires. 


	New requirement for Vancity. Benefit to org for tracking people with valid IDs


8. To record personal details such as name change, languages spoken, and other information, in the Further Details tab specify these values:

	Previous Name
	Member’s name before their name was changed.

Click + to record other previous names.
	improved compliance to have this & next two fields for name changes

	Change Date
	Date the name was changed. 
	

	Change Reason
	Reason the name was changed.
	

	Customer Since

s/b Member
	Date the member joined Vancity. 

When you first save the profile, this defaults to the current date. You can then edit the profile record to change the date if needed.
	

	Spoken Language.1
	Additional language the member speaks.

Click + to add more languages. [Currently English is the only available language. Other values TBD.]
	

	Further Details
	Other information about the member, if any.
	


9. To record the member’s employment information, in the Financial Details tab specify these values:

	Employment Status.1
	Employment status:

Hired

Other

Retired

Freelance

Educatee – s/b Student
Unemployed

Click + to add more employment statuses if more than one apply.

[A1.2.42: delta to rename this & related fields]
[Field values to be updated as per Vancity values.]

	Occupation.1
	Detailed description of the member’s occupation. The occupation description must be detailed enough to give an expectation of account activity and income.

	Job Title.1
	Currently returns an error message; no values have been set up. Vancity to provide a list of possible values. JOB.TITLE table.

	Employers Name.1

s/b Employer
	Name of employer.

	Employers Address.1
s/b Employer
	(Optional) address of employer.


10. [Normally, would not enter KYC information during CIF creation. KYC information would be entered by an investment specialist, and would be recorded in Univeris. Need to decide whether to keep this tab or not. Per meeting notes, were going to decide after the Corporate Security team meeting; haven’t decided yet. If keep, will rename tab & remove some fields.] To record member contact, risk, and AML check details, in the KYC tab specify these values:

	Contact Date
	Date member was contacted.

	Introducer
	Person who introduced the member to Vancity.

	Kyc Relationship

s/b KYC
	Description of relationship with member.

	KYC Complete
	Whether the KYC information is complete: Yes or No. [Null s/b No.]

	Last KYC Review Date
	Date KYC information was last collected.

	Auto Next KYC Rev
	Date KYC information is due to be collected.

	Manual Next KYC Rev
	Actual date KYC information is scheduled to be collected, if known.

	Last Suit Review Date
	[What is Suit?]

	Auto Next Suit Rev
	

	Manual Next Suit Rev
	

	Risk Asset Type.1
	Type of asset for which to record the member’s risk tolerance. Select from the list.

Click + to specify risk tolerance more asset types.

	Risk Level.1
	Level of risk tolerance for the asset type.

	Risk From Date.1

s/b “from”
	Date on which this risk level was first noted.

	AML Check
	Status of the AML check:

No –an AML check has not been performed. [Null s/b No.]
Sent – the check has been initiated but not completed.

Yes – the check has been completed.

	AML Result
	Result of the AML check:

Negative

Null – [does this have meaning in this context?]
Positive

Result.awaited – s/b Result Awaited

	Last AML Result Dt

s/b Date
	Date the AML result was recorded.

	Calc Risk Class

s/b Calculated
	Calculated risk class. [No values defined; s/b free text?]

	Manual Risk Class
	Manual risk class. [No values defined; s/b free text?]

	Override Reason
	Reason for overriding member’s risk level for a specific asset.


11. To record the member’s branch, in the Other Details tab specify this value:

	Branch Name
	9-digit alphanumeric code for the member’s branch. For example, the Commercial Drive branch’s code is CA0011012.
T24 automatically selects the branch of the logged-in user who is creating the profile. You can change the branch if necessary.

[List needs to be created with all branches and departments.]


12. To ensure that your entries are correct, click Check. 

T24 indicates if there are any errors in the data you entered. If so, correct the errors, and then check again.

13. To post your entries, click Save.

14. When T24 prompts you, indicate whether you have received the Introductory Document/CUS*100 form from the member: Received or Not Received. [Is this the correct form name? No. But they will keep & hopefully reword the prompt to check that mandatory documents have been received. Action item 1.2.32/61 for architecture stream to determine whether want to also add a credit history message here.]
15. Click Save.

T24 assigns a unique number to each profile.

16. Copy or make a note of the 6-digit profile number, which is displayed in the Txn Complete line.

17. Record the person’s occupation in MRM. [Will this still be done? – Current process.]

To view or edit the profile record you just created
· In the Personal Profile box, paste or type the profile number, and then press Enter.

[A1.2.63: adding delta item to create a new screen for amending a profile (due to migrating records without the required ID info); update this section when know how they will navigate to the new screen]

To create a membership for the member
· See the Process Review Procedure - Create Membership.

Training Notes

Closure Reason code
· Once migration to T24 has occurred the number of closures will drop since this detail will be maintained at the profile level versus the membership level. Various departments within Vancity must be made aware that previous statistics cannot be used on a go-forward basis for comparison.

· Reporting of reason for closure will have a significant impact as the tracking is moving from an account level to a member level.

Audit tab
· A baseline T24 functionality, automatically displayed and not editable. Therefore this will not be hidden. 

· The way that you will access the audit trail will be a process change. There will need to be training conducted around how the audit trail is accessed.

· This is a mandatory set of fields. 

· This tab will not be documented in the online help for personal profile. It will be documented in a Quick Reference topic because it is the same for many parts of the system.

A1.2.58

Checking the record before saving it

General T24 Process Change on the process:  Current Vancity system performs only Commit (the record gets validated during commit). New flow will require using T24 to click Verify button first, and to Commit after. Item Removed from the Delta Log. It will be part of the training. We have a document created.  

P&P Notes
All P&P identified in the table on page 4 (except Credit Bureau Report) must be updated to change the terminology from account to CIF (or profile, if that’s what we end up using); will need to clarify when referring to a profile, when a membership, and when an account (product).
Account Information in particular has links to many pages that use the terminology account. Need to evaluate all the pages, and update as necessary. Also need to update the Account Information topic name to distinguish between members and products.

Update these P&P to change reference from vmax to T24:

· Opening and Updating Accounts
· Credit Bureau Reports for New Accounts (will probably need to update info for holds, limits, and messages to reflect the options and new procedure in T24; need to do the end-to-end process review for these areas first). There is a reference to opening accounts through MRM. Will this still be possible?
Update this P&P to remove reference to UJ (a term referring to a part of vmax): 
· Joint Accounts – Changing Signing Authorities
· Transgender Persons Account Opening Procedures – also remove UCM.
Power of Attorney for Personal Accounts Policy must be changed (procedure column in table will require revision) to include creating a CIF for the POA and then creating a joint membership or adding the CIF to a product. Must also update Power of Attorney for Personal Accounts Procedure.
Account Opening Required Data Fields contains extensive information about what to enter in RFS, vmax, and MRM. This topic will need to be removed or completely rewritten to reflect T24 data requirements.

Accounts for CUCBC and Credential Group Staff Procedure – refers to fields in vmax; will need to be updated with corresponding fields in T24 (change Benefit Type to Industry). Will need to verify that can add messages; if not, change procedure info on insite.

If decide to record KYC info on the KYC tab, would need to update KYC Guidelines.

Retail Member Assignment: Remove/update reference to RFS.

Initialize Account Opening: Update reference to vmax. Will the member search still be done in MRM? Will they add a search in T24 as well? Possible business process change. TBD. Definitely the step “unfreeze the account in vmax” will change as there is no freezing of accounts in T24. Need to determine how T24 will be used by MSC.
Set Up Account Opening: Update reference to vmax. TBD: will the online banking access code be set up in T24? This will require customization. Process change: the Member Account and Services Application form will be printed from T24, not MRM.
Finalize Account Opening: “Member account number” terminology will be changing. TBD: will they record the profile number or membership number? Or the PAN? Update reference to vmax.

Credit Bureau Reports for New Accounts: Update reference to vmax. TBD: How messages will be set up & displayed in T24. How ATM & POS limits will be set up in T24.
Will we still fund Personalines & Creditlines through MRM? If not, need to update Onboarding Credit. Otherwise just need to update for “account number” terminology.
Account Opening Cross Sell: Update account number terminology.
MemberCards: Update account number terminology. (Typo: it’s s/b its.) Change link to vmax help to T24 Help, or remove if there will be no T24 help.
Documentation Terminology Questions and Notes

Will we be using the terminology CIF? Since it contains the word customer, it is against policy. Suggestion: use profile instead. Personal profile, business profile, non-member profile. A Decision Request has been prepared for Mike & Kelly to present to Jill and then the BAG.
KYC means know your client, and seems to be a standard investment industry term. (OK to keep.)
Appendix A: Screen Shots

These screen shots are from R10 DEV-A, which shows the Personal Profile (CIF) out of box screens, tabs, and fields. I have noted which tabs will be changed or hidden. In addition, new fields will be added to some tabs and to the top section of the screen. This work will be determined during the UI Stream analysis.
Personal Profile

Some fields on the top section of the screen  will be hidden; many will be renamed.
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ID Doc tab

Will be hiding/removing some of the fields on this tab.
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Relation tab

delta 1.2.29 AG2012-26 says remove this tab. The fields will be considered for memberships.
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Further Details tab

Will be hiding/removing some of the fields on this tab.
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Financial Details tab

Will be hiding/removing some of the fields on this tab.
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Residential Details tab

Delta 1.2.31, AG2012-28 Hide this tab.
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Communication Details tab

[A1.2.57: removing this tab in a delta] delta 1.2.32, AG2012-29
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KYC tab

There are discussions underway with Corporate Security to determine which fields, if any, to keep on this tab in the Personal Profile. If the tab is kept it will be renamed.
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Other Details tab

Delta 1.2.33 – removing some fields AG2012-30
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Reporting Details tab

- won’t be using; didn’t purchase Asset Management & Wealth Management
Delta 1.2.34, AG 2012-31
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Audit tab
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The Audit tab would not ordinarily be used by the end user and will not be documented in the online help for the personal profile. It is used for dozens of screens & will be documented in the Quick Reference section of the help.
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