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EZ Reader:

Embedded Al for Automatic
Flectronic Mail Interpretation and Routing

Amy Rice and Julie Hsu
Brightware. Inc.

Apthony Angouti 3nd Resapna Piceolo
Chasc Manhanan Bank, N_A.

Absiroct

EZ Reader ts an infelligemt elecoonic mail (crmail}
teader that cmploys a unique combination of rufe-
based parsinz  and  case-based rcasoning  w
awromatically and with a high level of acecuracy
classify and tespond 1o large volomes of ncoming
cmail. EZ Reader teduces the rime and human
resovress required 1o handle incoming cmazil by
seleeiiog 1esponses and adding attachmeris apd
advice w cich incoming messagr based on how
previpus similar  messapes  were handled. The
applicaticn, developed for Chase Menhanan Bank
using Brighryare, lne’s ART*Fnrerzriz®  wol
answers  ¢mals  zutemancally  and  decrcases
processing tme for those requiving manusl revicw.,
Phase ) of EZ Readst was deploved in the first quarter
of 1996, and hardlzs up 10 80% of mcomizg mail
avtomatically. depending on messyo: coment.  Late:
phases will enable awlomatic processing of a wider
varicty of messages. By dramarically reducing the
cifore associated with manual processing, EZ Reader
will pay 1ts own development costs within stk months
and will resuit in sebsienuck recwming doilar savings
each year. This paper describes EZ Reader w detail.
including its Al-bosed desiza, testing, implemmentation
and development history.

Problem Descriprion

Like other businesses thar soughr to szpand access 1o their
products and services through the Internct and other online
channcls!, ChascDirect, 3 anit of Chase Manhattan Bank

' Contact information follews.  Amvy Rice: 301 Trester
Blvd. 15th floor, Swmmiord. CT 06%C1. rlez(@
biightware.corr.  Julfie Asu: 2019 Corpol atz Ridge. Suie
700, McLean, VA 22102 hsu@brghtware com. Anthony
Argo:i:  Oge Chase Mannzman Plaza. 196G floor, New
York. NY 1008l anthony.angomii@ichase.com. Reoschra
Piccolo: ]3 E. 26th S1. New Yok NY 10010.
rosanna.piccolo/@chase.com_

B.A.. Regional Bank, przan to pro~ide clectonic baoking
servicss using phone and personzl compurter wchnology in
199¢. Marketing camzaigns adverused diar email could be
used o tequest information and servicss, opening @ new
electranic chanmel of comununic2tion with customers and
prospec:s.

The succrss of s morkenng campaigns created a
ciallenge {or ChaseDireer from the beginning to quickly
and cost-2ffectively proczss email from multiple sources,
wchiding the lIntermet. Micosoft Money email. and
another miereal DOS-based moncy manager program with
cmrail capebility. In addition w ChaseDirec:®s comminnent
w provide excclent, timely servies o its cusiomers,
clecronte commerce laws reguwed the bank o tespond 10
cerzin types of rlecwenic correspondence within specific
tume fames.  Although more than 80% of incoming
messages were simple tequests for preduct informadon.
the staff oft=n gor backlogged and worked atier bours and
on weekends 10 keep wp with the required analysts and
responscs. Fzeed with the huge projecied incrcase in
Interner emeil voluroe duc o the plammed introduction of 2
new World Wids Webh sznver, as Mlusrated in Figure 1.
below, ChaseDirrc: aggressively soughr cost-effecive,
high-quality wavs 10 precess emails. Tais urgent business
problem arracred atendon from Chesc’s Regiosal Bank
Knowledgzes Basc (KB) wchnolegy teun.  The team’s
general charpe was 1o apply anifical inrclligence (Al)
technology In key areas of the Regiomal Bank whers
apptopriatc 10 optimize operarional decisions.

To address ChaseDireer’s Ebusiness problem.  the
Knowledge Base team created EZ Reader, an embedded
Al application. operating 25 an invisible tayer berween the
Loms Nows® cmatl sysiem and ChasceBircet.  The
application continuously seieves incoming Intern:1 email
Fom Chasc prespects and customcts through an interface
18 Lotus Nores, and alse acts as a fillering and routing

Banks face significant threats @ the rasil banking
franchisc fom advaness in onkine banking (Taylot. Mehm
& Wharster 1996)

BR 000083


Patrick
Highlight




