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Cost savings

Increase in efficiency

Customer satisfaction

Risk reduction

Increase in profitability



Reduction of process costs and 
operational risks

In almost no other industry markets have been developing so rapidly 
as in the finance industry. In order to ensure customer loyalty and reduce 
costs banks have to continue to invest extensively in the field of standard-
isation and automation of value-added processes in transaction banking. 
Ideal business processes are the common objective of IT and various de-
partments. The result is a successful transition to automated transaction 
processes in more than 90 % of all cases.

But what happens if a transaction is not processed automatically
or does not occur where it is expected to?

Despite all automation efforts over the last few years, a significant 
share of the performed transactions leads to inquiries. Reports from  
financial institutions from the markets show this. However, there are also 
regulatory requirements which have an impact on the transaction process. 
In view of the EU Payments Services Directive (PSD), the conditions for 
post-processing have tightened. In the meantime they have become as 
deep as the requirements for the transactions themselves. In addition, 
there are regulatory requirements such as the Financial Action Task Force 
(FATF). The requirements for bank transfers posit that the completeness 
of the client and beneficiary data should be ensured. This leads to addi-
tional inquiries.

Often such cases are processed manually – and in almost 60% of the 
cases these inquiries could have been processed automatically. Relevant 
information is distributed in a decentralised manner and the processing 
status is not transparent to the involved parties. The process costs are 
thus significant and customer satisfaction is put to the test.

Standardisation and automation of Case Management significantly 
improves productivity in the area of payments. According to calculations 
of leading financial institutions and SWIFT, this would save a volume of  
48 million EUR annually world-wide. The expansion of services would  
additionally increase revenue by an estimated 100 million EUR annually.

PINQ delivers a highly flexible inquiry forwarding and routing mecha-
nism between front and back office. PINQ Case Management enables the 
automation of processes and of case distribution right up to facilitating the 
volume of inquiries. Business Activity Monitoring enables the monitoring of 
processes, service levels and key figures.

Automation



Standardisation

 
Consolidation

The solution to managing a  
secure and fast inquiry process

In use within a company, PINQ creates through standardisation the 
necessary flexibility in order to handle inquiries in a simple and fast way. 
Through the use of SWIFT messages and through digital communication 
such as e-mail or fax an increased number of all inquiries can be routed to 
the correct source within an organisation. At the same time, media breaks 
are being eliminated. The distinct case referencing allocates all messages 
concerning a certain case to one case and archives them electronically and 
in an audit-proof way. The inquiry process is being supported by integrat-
ing the information systems of the client, such as payments or accounting 
systems.

PINQ is platform-independent and offers a web-based user interface. 
Its architecture is completey service-oriented. The underlying digital busi-
ness platform webMethods (Software AG) considerably simplifies analys-
ing relevant data, controlling the dynamic business processes and linking 
existing back office systems using a wide range of existing adaptors. This 
ensures that PINQ supports inquiry and complaint processes of various de-
partments within an organisation such as payments, securities or invest-
ment banking. 

The solution is designed to enable an efficient client administration 
and a simple depiction of the organisational structure or the associated 
clients within the system. Complex authorisation and access structures as 
well as configuration, process and core data can be managed as easily as 
client-dependent fee and terms structures. The user interface is intuitively 
usable, facilitates the introduction of PINQ within a company and ensures 
a smooth workflow.

By using PINQ costs for integration, operation and adaptation are  
reduced by more than 50 %. PINQ is the fully automated system designed 
to steer and reply to inquiries in transaction processes. The advantages of 
PINQ are obvious:

Significant cost reduction through faster process times
Efficiency optimisation through fully automated processes
Increase in customer satisfaction by improving services
Reduction of operational risks through effective risk management
Flexible integration in existing IT landscape
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