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Business Justification

for the update of the UNIFI (ISO 20022) financial repository
Name of the request:
Exceptions and Investigations
Submitting organisation:

SWIFT SCRL

Avenue Adèle, 1 – 1310 La Hulpe - Belgium
Standards Department.
Scope of the registration request: 
This request concerns the registration of a set of messages within the cash management business area. Their goal is to cover the main processing activities of payments related exceptions and investigations. 
· The set supports the following payment-related investigation activities:

· Request to cancel a payment: this request is initiated by the party that initiated the payment. It includes the request for debit authorisation and its confirmation, but excludes the return of funds.

· Request to modify a payment: this request is initiated by the party that initiated the payment. It includes the additional information message sent to the beneficiary. 

· Unable to apply: this activity is initiated by a party instructed to make a payment or the beneficiary of the payment.

· Claim non-receipt: this activity is initiated by the party expecting the payment. This party contacts its debtor. The debtor creates a case and assigns it by sending the case to the party instructed to make the payment. The activity also covers missing cover situations.

The current scope focuses on payment related exceptions and investigations. Over time, the industry is expecting an enlargement of the scope and an additional set of messages to cover more specific types of enquiries and exceptions and investigations for the securities, trade services and treasury business areas. 
These specific activities are supported by the concept of case management.
· The set of messages submitted for registration specifically contains:

	Message Name
	Message Scope
	Comments

	AdditionalPaymentInformation
	The AdditionalPaymentInformation message is sent by an account servicing institution to an account owner. This message is used to provide additional or corrected information on a payment instruction or statement entry, in order to allow the account owner to reconcile the payment.
	The AdditionalPaymentInformation message provides information which is usually not reported in a statement or advice message (eg, full remittance information, or identification of parties other than the account servicing institution and the account owner). It complements the information already received about a payment instruction, based on information from the original  payment instruction.

	CancelCaseAssignment
	The CancelCaseAssignment message is sent by a case creator/assigner to a case assignee to request the cancellation of a case.
	The CancelCaseAssignment message is used to stop the processing of a case at a case assignee when the case assignment was incorrect or when the root cause for the case has disappeared (eg, the account owner was able to reconcile).

	CaseStatusReport
	The CaseStatusReport message is sent by a case assignee to a case creator/assigner to report on the status of a case. 
	A CaseStatusReport message is sent in reply to a CaseStatusReportRequest message.

	CaseStatusReportRequest
	The CaseStatusReportRequest message is sent by a case creator/assigner to a case assignee to request the status of a case.
	The CaseStatusReportRequest message must be answered with a CaseStatusReport message.

	ClaimNonReceipt
	The ClaimNonReceipt message is sent by a case creator/assigner to a case assignee to initiate an investigation for missing funds at the creditor (missing credit entry to its account) or at an agent along the processing chain (missing cover for a received payment instruction).
	The claim non receipt case occurs in two situations:

- the creditor is expecting funds from a particular debtor and cannot find the corresponding credit entry on its account. In this situation, it is assumed that the creditor will contact its debtor, and that the debtor will trigger an investigation for non receipt funds on behalf of the creditor. A workflow where the creditor directly addresses a ClaimNonReceipt message to its account servicing institution has not been retained.

- an agent in the processing chain cannot find a cover payment corresponding to the information in a received payment instruction. In this missing cover situation, the agent may directly trigger the investigation by sending a ClaimNonReceipt message to the sender of the original payment instruction.

	DebitAuthorisationRequest
	The DebitAuthorisationRequest message is sent by an account servicing institution to an account owner to request authorisation to debit its account.
	The DebitAuthorisationRequest message must be answered with a DebitAuthorisationResponse message.

	DebitAuthorisationResponse
	The DebitAuthorisationResponse message is sent by an account owner to its account servicing institution to approve or reject a debit authorisation request.
	The DebitAuthorisationResponse message is used to reply to a DebitAuthorisationRequest message.

	NotificationOfCaseAssignment
	The NotificationOfCaseAssignment message is sent by a case assignee to a case creator/assigner. This message is used to inform the case creator/assigner of further action that is undertaken by the case assignee to process the case, eg, the assignment of the case to a next case assignee.
	The NotificationOfCaseAssignment message is used to notify the case creator/assigner of further action undertaken by the case assignee in a request to cancel payment, request to modify payment, unable to apply and claim non receipt case.

	RejectCaseAssignment
	The RejectCaseAssignment message is sent by a case assignee to a case creator/assigner to reject a case.
	The RejectCaseAssignment message is used to notify the case creator/assigner of the rejection of an assignment by the case assignee in a request to cancel payment, request to modify payment, unable to apply and claim non receipt case.

	RequestForDuplicateInstruction
	The RequestForDuplicateInstruction message is sent by the case assignee to the case creator/assigner to request a copy of the original payment instruction considered in the case.
	The RequestForDuplicateInstruction message must be answered with a DuplicateInstruction message.

	RequestToCancelPayment
	The RequestToCancelPayment message is sent by a case creator/assigner to a case assignee to request the cancellation of an original payment instruction.
	The RequestToCancelPayment message must be answered with a:

- ResolutionOfInvestigation message with a positive final outcome when the case assignee can perform the requested cancellation,

- ResolutionOfInvestigation message with a negative final outcome when the case assignee could have performed the requested cancellation but was not able to do so (too late, irrevocable instruction, ...),

- RejectCaseAssignment message when the case assignee is unable or not authorised to perform the requested cancellation,

- NotificationOfCaseAssignment message when the case assignee forwards the case assignment to a subsequent case assignee.

	RequestToModifyPayment
	The RequestToModifyPayment message is sent by a case creator/assigner to a case assignee to request the modification of the characteristics of an original payment instruction.
	The RequestToModifyPayment message must be answered with a:

- ResolutionOfInvestigation message with a positive final outcome when the case assignee can perform the requested modification,

- ResolutionOfInvestigation message with a negative final outcome when the case assignee could have performed the requested modification but was not able to do so (too late, irrevocable instruction, one requested element cannot be modified, ...), 

- RejectCaseAssignment message when the case assignee is unable or not authorised to perform the requested modification, 

- NotificationOfCaseAssignment message whenever the case assignee forwards the case assignment to a subsequent case assignee.

	ResolutionOfInvestigation
	The ResolutionOfInvestigation message is sent by a case assignee to a case creator/case assigner. This message is used to inform of the resolution of a case, and optionally provides details about the corrective action undertaken by the case assignee.
	The ResolutionOfInvestigation message is used by the case assignee to inform a case creator/case assigner about the resolution of a:

- request to cancel payment case, 

- request to modify payment case, 

- unable to apply case,

- claim non receipt case.

	UnableToApply
	The UnableToApply message is sent by a case creator/assigner to a case assignee to initiate an investigation of a payment instruction that cannot be executed or reconciled.
	The “unable to apply” case occurs in two situations:

- an agent cannot execute the payment instruction due to missing or incorrect information,

- a creditor/debtor cannot reconcile the payment entry as it is received unexpectedly, or the information received is incorrect or not sufficient to reconcile the payment.


Purpose of the registration request:

On average, two to five percent of all payments made on any particular day result in an enquiry. In an effort to improve the competitive position of their cash management offerings, financial institutions are putting increasing pressure on their payments operations. Whilst impressive straight-through processing (STP) rates can be achieved for the processing of payment instructions, the cost incurred for handling a payment related enquiry is exponential compared to the cost of processing the underlying operation. 
Management of exceptions and investigations remains one of the most labour-intensive activities for a financial institution. The reason for this is the widespread use of free-format messages combined with a lack of agreed standardised industry rules. 

In response to increasing regulatory and competitive pressure, financial institutions are looking at implementing activity-based pricing, and at invoicing their payments services separately from the processing. This approach is designed to generate additional revenue. However, it requires a high service level, supported by standardised customer reporting. 

Improving customer service levels through fast and efficient resolution of problems is a key differentiating factor for customer retention.
This set of messages addresses the exception and investigation processing activities that industry practitioners specifically identified as being best candidate for automation.

Community of users:
The new message set is intended to benefit any actors of the end-to-end payment processing lifecycle from the customer initiating the payment to the final beneficiary. 

It is expected to benefit 
a) the payment operations department of financial institutions, which should become more efficient in identifying and solving problems in a much cheaper and more timely fashion 
b) the reconciliation department which will benefit from automated tools to follow up on investigations
c) customer facing functions in financial institutions that may concentrate on value added activities and improve customer service 
Timing and development:

The message set is ready to be submitted for registration.
The development of this message set was completed in Quarter 2 2005.The new message set aims at replacing, over time, the limited service of "Query and Answer" available in the SWIFT portfolio of "FIN" standards (MT n95/MT n96).  

The SWIFT Standards Department has devoted a team of business analysts and technical experts during the whole duration of the project (estimate is roughly 3 staff/years). 
The financial industry nominated eleven financial institutions from six major countries (AU, BE, DE, FR, GB, US) in terms of payments traffic to drive and support the development. Two major application vendors (SunGard ePI and PegaSystems) in the domain of Exceptions and Investigations were also involved for the build up, testing and acceptance of the produced standards. Standards bodies such as the European Committee for Banking Standards (ECBS) have been informed and invited to provide input throughout the development process.
We are not aware of any other standards development initiative in this domain. 

SWIFT is committed to initiate and support the maintenance of this message set and widen its scope with new messages, as need be. 

Contact persons:
Mr. Carlo Palmers - SWIFT Standards Department (carlo.palmers@swift.com)
Mr. Marc Pomes-Bordedebat – SWIFT Standards Department (marc.pomesbordedebat@swift.com)
Intellectual Property Rights (IPR):

SWIFT SCRL confirms its agreement to and acceptance of the UNIFI IPR policy for contributing organisations, as follows.

“Organizations that contribute information to be incorporated into the ISO 20022 Repository shall keep any Intellectual Property Rights (IPR) they have on this information. A contributing organization warrants that it has sufficient rights on the contributed information to have it published in the ISO 20022 Repository through the ISO 20022 Registration Authority in accordance with the rules set in ISO 20022. To ascertain a widespread, public and uniform use of the ISO 20022 Repository information, the contributing organization grants third parties a non-exclusive, royalty-free licence to use the published information”.
Comments received from RMG members and disposition of comments
This business justification has been submitted to the RMG for approval on 8 June 2005 with a response deadline of 11 July 2005.

The business justification was approved unanimously by the following voting RMG members: Austria, Denmark, Euroclear, France, Germany, The Netherlands, South Africa, SWIFT, Switzerland, UN/CEFACT TBG5, United Kingdom, The USA.

UN/CEFACT TBG5 had comments on the contents of the business justification which are reproduced below and addressed by the submitting organisation. The below disposition of comments has been discussed with and agreed by the commenting party. 

The USA made comments related to the format of the submission template and the interrelationship of all business justifications received by the RMG. These generic comments do not relate to this specific business justification and are left to the RMG to address.

Comments from UN/CEFACT TBG5

1) We propose to recognize in the community of users beyond the financial institutions also ACH's, especially the ones with direct access for corporates. They are active in all of the 4 investigation activities:

· request to cancel a payment

· request to modify a payment

· unable to apply

· claim non-receipt

2) Regarding the set of messages. The scope (and name?) of DebitAuthorisationRequest might be enlarged to include a FiatRequest from a ACH send to the account servicing institution to ask a authorisation to process a (batch of) payment(s).
3) The referenced DuplicateInstruction message is not contained in the list of messages. Is that correct?
Disposition of UN/CEFACT TBG5 comments
1) Agreed. An ACH is considered as a financial institution. The current scope does therefore not exclude ACHs. They will be able to use the proposed messages according to their needs, as will all end customers and intermediaries.

2) The scope of the Investigation and Exceptions project focuses on the business processes linked to the investigation and solving of usual problems in the processing of a payment. The proposed DebitAuthorisationRequest is therefore limited to the case where a transfer has been incorrectly posted and the account servicing institution needs an authorisation from the account owner to debit his account to correct the transfer. 
The function evoked by the TBG5 representative is linked to another business process which is part of the normal clearing and settlement business area, i.e. when an ACH needs to obtain express consent from a settlement member to authorise the processing of a (batch of) payment(s) logged by e.g. a corporate customer or customer financial institution. We believe it is better to analyse the specific requirements of this business process and to model the required solution and messages as part of a project which would focus on this business area.
3) SWIFT has indeed decided not to submit yet its DuplicateInstruction message since it uses a technical feature which is not ISO 20022 compliant (ie, a data type "any"). If and when use of this feature will be included in the standard, e.g. as part of the review of the ISO 20022 technical specifications, a supplementary submission will be made for the relevant messages.
As a result of the above disposition of comments, the text of the Business Justification has been kept unchanged.
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