
Treasury Management 
Team 

Commercial Team

Escrow & 
Homeowners 

Association (HOA) 
Teams

Maintenance Requests Maintenance Processing

BP MN  2 . 0  L E G E N D

End EventStart Event

Task
Gateway

Intermediate
Event

Expanded Sub-
Process

P
oo

l

Group

Sequence Flow Message Flow

Maintenance
requests queue
for processing

from a number if
sources

Operation
Specialist logs

into Maintenance
Request Queue

Homeowners
Association(HOA) doc
processing sets up the

new account
onboarding package

and sends to new
account onboarding

HOA associate
obtains the package
and reads through

request

Associate sets up
simple services as
specified in new
account package

Dialogue is sent
back providing

account number
associated to new

account to relationship
manager(RM)

Documents are
faxed or emailed

back to client
providing new

account number

Associate prepares
welcome letter & new
account package &

mails out to customer

Operation
Specialist takes

maintenance
item from queue

Operation Specialist
reads the

maintenance
request

Customer Service
Operator(CSO) and

Trading Risk
Management(TRM)

set reminders to follow
up, typically weekly

email

CSO sends
Welcome Package

and “Sign and 
Return” items to 

TRM for delivery to
customer

CSO sends internal
requests to various
units for services

specified not requiring
specific signed

documents

Area activate
products and
services for
customer

Wire initiated by
customer service is

found by wire team to
have no funds

available or funds in
account are in float

Is the request for an
active product?

YesYes

Log into proper
system(determined by

product) to fulfill
customer’s request 

and make the
requested change

Are further actions
required to

complete the
change?

YesYes
Item is sent on to the

effected areas to
complete the next

steps

Maintenance Request
is complete

NoNo

System has
accepted a request for

a product or feature
not available to the
account or requiring
separate enrollment

NoNo

TRM delivers
Welcome Package

and “Sign and 
Return” items to 

customer

Initiate communication
chain back through the
relationship to explain

request can not be
complete

The OpsDog Financial Services Hierarchy

www.OpsDog.com   |   info@OpsDog.com  |   Phone: 201.526.1200  |   www.TheLabConsulting.com

Maintenance of commercial client accounts is rendered by several 
functional groups with little interaction between them. The Commercial 
Team sends out renewal notices and welcome packages, tracks documents 
and performs account actions. The Treasury Management Team fields 
maintenance requests and performs actions or explains to the client why 
a request cannot be performed.
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Commercial Client Services: Workflow

Workflow Description
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Banking: Commercial Client Services Workflow [BPMN 2.0]
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Login to OpsDog to purchase 
the full workflow template 

(available in PDF, Visio, PPT)

New users get $20 off their first 
purchase (registration is FREE!) 


