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UMB

Customer
UMB Financial Corporation
www.umb.com

Industry
Financial Services

Employees
3,274

Annual Revenue
$350 million

Oracle Products

Oracle Universal Content
Management

Oracle Web Content
Management

UMB LEVERAGES ORACLE UCM TO
ENABLE QUICK SEARCH AND
COLLABORATION AMONG EMPLOYEES
TO DRIVE SALES

BACKGROUND

The competition is getting fierce but you know your solutions are
superior. How do you capitalize on the opportunity? That was the
dilemma facing UMB Financial Corporation of Kansas City, Missouri. With
an ever-growing solution portfolio, UMB needed their customers to know
about all of the services available. UMB realized the best way to do that
was to make sure the employees who had the most contact with
customers could offer the latest and greatest services. UMB needed to
put the most up-to-date information at the fingertips of their bank
tellers. Sounds simple? Think again!

From its humble beginnings in a storefront in Kansas City, Missouri in
1913 with first-day deposits of $1,100 to today - a financial holding
company with multi-billion dollar assets - UMB has remained committed
to putting the customer first. UMB believes firmly in leveraging
technology for success.

These pillars of UMB and its commitment for customers and employees
to "Count on more" are what drive them to seek innovative solutions to
problems. Solutions must always ensure outstanding customer service;
portray a trustworthy company which out performs others; and
encourage energy and spirit from its associates.

The solution to the information access and sharing problem was no
different. It would need to be simple yet powerful. UMB already owned
Oracle Universal Content Management (UCM), and as their enterprise
platform, UCM already had many of the features they needed. The
challenge was putting a face on UCM for the tellers and other non-
technical users of the system. That's where Fishbowl| Solutions came in.

UMB considered their options for the solution, and decided the company
intranet would be used to deliver the information access and exchange
that was required. Their intranet at the time was in dire need of an
update - it was ten years old and required IT for every change or update.
It was also difficult to navigate and did not provide information exchange.
UMB was sold on newer Enterprise 2.0 features of like collaboration, RSS
feeds, and discussions but was still not convinced tellers and other non-
technical users would be able to use the features easily enough to
encourage the adoption needed for UMB to meet their goals. Additionally,
security was critical for UMB - making sure the right users had access to
the right content and that certain content was protected appropriately.
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UMB contacted Fishbowl Solutions to discuss their problems. After a
number of interviews and discussions, Fishbowl presented two options
for UMB to revamp their intranet. Both solutions were based on Oracle
UCM:

¢ Oracle UCM with wikis and blogs
* Oracle UCM with Collaboration Manager Component

UMB and Fishbowl weighed the pros and cons of each solution as shown
in figure 1-1, below.

FIGURE 1-1
. L Information . Administrative
Solution Cost Description Ease of Use Sharing Security Overhead
Somewhat No ACL Requires IT
Oracle UCM Blogs and wikis Requires cumbersome; security means intervention
with blogs and Free are free with lengthy need to learn not granular for training and
wikis UCM training Contributor enough for changes to
interface UMB needs interface
Provides ACL Minimal IT
. security, . .
Oracle UCM . . Provides easy . intervention
. Minimal cost; Collaboration e . R allowing for .
with . Difficult information required to
. UMB already is a free add- . . granular
collaboration interface sharing and . make changes
owned on for UCM security to be
component exchange . once users are
applied to .
. trained
objects

Although each solution had its caveats, Oracle UCM with Collaboration
Manager more closely matched UMBQ requirements ¢ plus, UMB had
already purchased Collaboration Manager. However, because bank tellers
were non-technical, UMB would need a simplified interface to meet their
needs. UMB and Fishbowl decided to deliver the collaboration
functionality within Oracle UCM's Web Content Management component,
Site Studio, as oppose to the Oracle Content Server interface. This
allowed them to provide a completely customized, friendly user
experience. Fishbowl was hired to build a Workspace Dashboard for
tellers to access and share information.

Fishbowl developed project plan detailing the solution and got right to
work. As shown in figure 1-2, Fishbowl architected the solution using key
technologies of Oracle UCM, including: the Content Server, the
Collaboration Manager component, Oracle Web Content Management
(WCM), and finally Fishbowl's custom Workspace Dashboard.
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FIGURE 1-2

Content Server is the base of Oracle UCM delivering the security,
revision control, and workflow capabilities needed in the solution.

Collaboration Manager Component for UCM enables workspace
“projects”, discussions and RSS feeds (or subscriptions).
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