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syracom’s Process INQuiries Management System (PINQ), powered by Software AG’s Digital 
Business Platform, provides an automated case management solution for payment inquiries 
and claims. PINQ offers financial services providers a central platform for efficiently processing 
payment exceptions caused by missing data, payment amendments, cancellations or other 
unforeseen events.

Business needs
The volume of international money transactions has increased 
dynamically in recent years. This increase has led to a steady 
increase in payment messaging using mechanisms such as SWIFT®. 
Some 15 million SWIFT messages are sent every day. Customers 
expect flawless execution of payment and rightly so. Some 
90 percent of payments processes are automated. But not all 
processes can be standardized and automated. Some payments 
require manual intervention and case management to see 
the payment through to resolution. Possible causes of manual 
intervention could be a payment:

•  Wasn’t delivered correctly
•  Was received but important information is missing
•  Needs to be changed or cancelled
 
Manual intervention means manually processing the case, 
potentially taking days to resolve. This can result in significant 
costs, stress on the customer relationship and other challenges, 
including: 

•  Tension between customer-facing staff and the back office
•  Increased processing costs due to additional transactions
•  Communication flows not meeting SWIFT standards 

But some 60 percent of payments could have been processed 
automatically if the relevant information had been distributed to 
correct parties in a timely manner.

Key benefits
PINQ enables financial services companies to move from a manual 
document-led process to an automated case management for 
payment exceptions. Automating payment cases reduces cost and 
increases customer satisfaction by enabling:

•  Parallel execution of cases
•  Automatically balancing of workload across case managers
•  Applying “four-eyes principles” as key stages in the process
•  Management information and case status reporting
•  Auditing and archiving cases
•  Flexible integration into the existing IT landscape
 
Benefits to the financial services organization include:

•  Significant cost reduction through accelerating case management
•  Increasing operational efficiency through automation
•  Improved customer satisfaction
•  Reduced operational risk
•  Reduced costs by more than 50 percent for integration, operation 

and adaptation
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Solution highlights
Automation 
PINQ Case Management delivers flexible 
inquiry forwarding and routing mechanism 
between front and back offices. PINQ 
enables the automation of processes and 
case distribution up to facilitating the 
volume of inquiries. PINQ also features 
business activity monitoring of processes, 
service levels and KPIs.

Standardization 
PINQ standardizes communications and 
processes for rapid handling of inquiries 
and management of cases. Whether 
messaging via SWIFT or other digital 
communications, an increased number 
of inquiries can be routed to the correct 
source within an organization. Unique 
case referencing allocates all messages 
relating to a given case and archives them 
for later by audit teams.

Consolidation 
PINQ is platform-independent and 
offers a Web-based user interface. 
Its architecture is completely service-
oriented. The underlying integration 
platform, Software AG’s webMethods, 
considerably simplifies the interface to 
and between existing back-office systems 
using adapters, such as MQSeries®, 
Web services, EDIFACT, FIX, email, 
SWIFT via MERVA®, WBI FN or SAA. 
This ensures PINQ can support inquiry 
and complaint processes from various 
departments, such as payments, securities 
or investment banking. The solution 
models complex, multi-stakeholder 
organizational structures to grant 
appropriate access and configuration. 
Process and core data can be managed 
as easily as client-dependent fee and 
terms structures. Further, since PINQ 
is highly intuitive, introducing it to 
a company is as smooth as the case 
management workflows themselves. 
By using PINQ, costs for integration, 
operation and adaptation are reduced 
by more than 50 percent.
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PINQ is powered by webMethods 
Integration and webMethods BPM 
from Software AG. Software AG’s 
webMethods Integration Platform is a 
proven, pre-integrated software suite 
featuring the market-leading Enterprise 
Service Bus (ESB). Software AG’s BPM 
Platform is a unified offering designed 
to create business applications that are 
based on orchestrated, managed and 
monitored end-to-end business processes 
or workflows.
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About syracom AG
syracom AG is an 
independent business 
and IT consultancy that 
focuses on the creation 
of operational efficiency.  

The company covers 
a broad spectrum 
of consulting tasks, 
aiming at fully integrating 
client business strategies 
and business processes 
through flexible and 
demand-driven IT 
solutions.  

syracom’s consultants 
bridge the gap between 
business and technology 
and help customers to 
transform their analog 
business processes to 
the digital world. 
syracom successfully 
leverages the business 
and technical experience 
gained from previous 
years when it comes 
to the efficient and 
sustainable design 
and implementation of 
processes. In this respect, 
syrcom enables clients 
to increase their added 
value and realize a 
decisive competitive 
advantage.


