
Operations Department (OD) — Complete SOP Set

Archetype: FINANCE_INSURANCE_OPERATIONS · Finance Insurance Operations

Tier: Free (entire Operations department) · Modules: 30 · Standard: locked 13-section

Contents

PHASE MODULES

1 · Opening & readiness OD-001 … OD-005

2 · Demand intake OD-006 … OD-010

3 · Execution OD-011 … OD-019

4 · Completion & customer handoff OD-020 … OD-023

5 · Oversight & continuity OD-024 … OD-027

6 · Performance, records & close OD-028 … OD-030

FIGURE 1 — OPERATIONS WORKFLOW

PHASE 1 OD-001-005

Opening &

readiness

Facility, staffing and

equipment readied

PHASE 2 OD-006-010

Demand intake

Orders received,

verified, scheduled,

resourced

PHASE 3 OD-011-019

Execution

Standard work, flow

control, vendor

coordination

PHASE 4 OD-020-023

Completion &

customer handoff

Order verified, custody

transferred, customer

informed

PHASE 5 OD-024-027

Oversight &

continuity

Incidents, emergency

readiness, licences,

risk

PHASE 6 OD-028-030

Performance,

records &

close

KPIs reviewed, records

audited, period closed

Six phases · 30 modules · one continuous operating cycle, closing back into Phase 1 the next operating day.
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Modules

OD-001 — Daily Operations Opening

Procedure

OD-002 — Shift Handover & Briefing

OD-003 — Staffing & Coverage Verification

OD-004 — Work Area Readiness &

Housekeeping Inspection

OD-005 — Operational Equipment Availability

Check

OD-006 — Customer Order / Work Request

Intake

OD-007 — Order Verification & Acceptance

Review

OD-008 — Job Scheduling & Sequencing

OD-009 — Resource & Capacity Allocation

OD-010 — Incoming Material / Supply

Verification

OD-011 — Standard Work Execution & Process

Adherence

OD-012 — Work-in-Progress Tracking & Status

Update

OD-013 — Operational Handoff Between Work

Stages

OD-014 — Output Monitoring & Throughput

Review

OD-015 — Bottleneck Identification &

Response

OD-016 — Rework & Nonconforming Work

Handling

OD-017 — Schedule Deviation & Change

Management

OD-018 — Subcontractor & Vendor

Coordination

OD-019 — Interdepartmental Coordination

Review

OD-020 — Job / Order Completion Verification

OD-021 — Delivery / Service Turnover

OD-022 — Customer Communication & Status

Notification

OD-023 — Customer Feedback & Complaint

Intake

OD-024 — Operational Incident Reporting &

Response

OD-025 — Emergency & Business Continuity

Readiness Check

OD-026 — Regulatory, License & Permit

Currency Verification

OD-027 — Operational Risk Review

OD-028 — Operational KPI Review

OD-029 — Operational Records Retention &

Documentation Audit

OD-030 — End-of-Shift / End-of-Day

Operations Closeout
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Phase 1 — Opening & readiness

OD-001 — Daily Operations Opening Procedure

Estimated completion time: 30–60 minutes before first customer/market-facing activity

Provided for general informational and operational purposes as part of the Finance Insurance Operations archetype library. Does not constitute a certified safety program. Verify all

regulatory references and equipment-specific tolerances with a qualified engineer or safety professional before implementation.

1. Purpose

This procedure establishes the standardized start-of-day sequence that confirms staffing, systems, and control readiness before any transaction,

servicing, or customer-facing activity begins at a Finance Insurance Operations location or remote-operations node, so that the operation opens in

a controlled, auditable, and compliant state.

2. Scope

Covers the shift start-up and readiness sign-on for Operations personnel: attendance confirmation, core system availability confirmation, control-

status review, and documented open authorization. Excludes work-area housekeeping (see OD-004), equipment availability and provisioning (see

OD-005), and safety-specific readiness (see SD-001).

3. Responsibilities

Operations Supervisor (Shift Lead) — owns the opening sequence, authorizes the "open for business" sign-on, and escalates unresolved

readiness findings.

Operations Associate — completes assigned station readiness checks, confirms access to production systems, and reports exceptions to the

Shift Lead.

Compliance/Controls Officer (or designated delegate) — confirms control-status items (access logs, prior-day close confirmation, outstanding

regulatory holds) prior to open authorization.

4. Required PPE & Lockout/Tagout

Standard facility PPE only (none specialized); office/workstation environment.

Not applicable — no hazardous energy involved.
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5. Regulatory References

Bank Secrecy Act / Anti-Money Laundering program controls (31 U.S.C. 5311 et seq.; 31 CFR Chapter X) — applicable across regulated financial

and insurance operations.

Gramm-Leach-Bliley Act, Safeguards Rule (16 CFR Part 314) — customer nonpublic personal information safeguards, applicable to all financial

institutions in the span.

Recordkeeping and books-and-records obligations under the applicable functional regulator (e.g., SEC 17 CFR 240.17a-3/17a-4 for securities

members; FINRA Rule 4511; NAIC-model recordkeeping and market-conduct rules adopted by the applicable state insurance department for

carriers, agencies, and brokerages; NCUA/prudential recordkeeping for depository members).

Note: confirm applicability of sector-specific standards and any state-plan equivalents for this facility before customer-facing release.

6. Process Flow

OD-001 PROCESS FLOW

Yes

No
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access

confirmation
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identified?
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authorization

Shift

Document

completed

opening

7. Step-by-Step Procedure

1. Confirm shift staffing: verify required Operations roles are present or logged in (on-site and remote), and note any coverage gaps to the Shift

Lead.

2. Confirm secure access: verify authorized personnel can authenticate to workstations and production systems using assigned credentials;

report any lockout or access-provisioning exception to OD-005 owner.

3. Confirm core system availability: verify the transaction/servicing platform, general ledger or policy/account system of record, and data-

processing/hosting connectivity are online and returning current-date session (hosting per 518210 dependency).
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4. Verify prior-day close: confirm the previous business day was closed and reconciled (settlement/batch completion, no orphaned in-flight

transactions) before accepting new activity.

5. Review control status: confirm no outstanding regulatory holds, freezes, sanctions/OFAC list updates loaded, and that access/audit logging is

active.

6. Classify and resolve any readiness exception per Section 8 before authorizing open.

7. Obtain open authorization: Shift Lead records the "open for business" sign-on with timestamp and confirms all mandatory readiness items

passed.

8. Document the completed opening record: file the signed checklist and exception log to the operations record repository per applicable

recordkeeping retention.

8. Decision Tree
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OD-001 ·  OPERATIONS ·  F INANCE INSURANCE OPERATIONS

Decision Tree — Daily Operations Opening Procedure

START — THIS PROCEDURE ESTABLISHES THE STANDARDIZED START-OF-DAY SEQUENCE THAT CONFIRMS STAFFING, SYSTEMS, AND

CONTROL READINESS BEFORE ANY TRANSACTION, SERVICING, OR CUSTOMER-FACING ACTIVITY BEGINS AT A …

Issue identified

during this

procedure?

NO

Complete the checklist and close out the

procedure

END — NO FINDING, ACTIVITY CONTINUES

YES

Classify severity

Assign the highest severity that applies — not the first that matches.

MINOR

DEFINITION

no safety, compliance, or service impact

ACTION

Log it on the opening exception record

and continue; route to the responsible

station owner for same-day correction

ESCALATE TO

No escalation — handled at task level

Timing: resolve in the moment; work proceeds

MAJOR

DEFINITION

material risk to compliance, output, or

service — not an immediate hazard

ACTION

Hold the affected function (do not open

that service line), escalate to the

Operations Supervisor (Shift Lead), and

resolve or obtain documented risk

acceptance before that function opens

ESCALATE TO

Operations Supervisor

Timing: resolve before the work proceeds

CRITICAL

DEFINITION

customer transactions or funds/records

would be processed without functioning AML

screening, without safeguarded NPI access

controls, or against an unreconciled

prior-day close (risk of misprocessed

funds, data exposure, or unrecorded

transactions)

ACTION

Do not open the affected operation;

immediately notify the Operations

Supervisor and the Compliance/Controls

Officer, invoke

business-continuity/contingency

procedures, and hold all affected

activity until cleared

ESCALATE TO

Supervisor

Timing: immediate — halts the activity

Record the finding, the action taken, and the verification

Close the item only once the corrective action is verified and the

record is complete.

ACTIVITY RELEASED / CLOSED

READING THIS TREE

No f inding

Activity stands. Complete the checklist and continue.

Minor

Handled in place at task level; no escalation.

Major

Supervisory decision required before the next stage.

Crit ical

Activity halts on the spot; escalation is immediate.
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9. Quality Checkpoints

Staffing and access confirmed for all required roles before any system is opened for use.

Prior-day close and reconciliation verified before accepting new activity.

Control status (AML/OFAC updates loaded, logging active, no outstanding holds) confirmed by Compliance/Controls Officer or delegate.

Zero unresolved Critical findings.

10. Inspection Checklist

ITEM PASS / FAIL NOTES

Required shift staffing present / logged in (on-site & remote)

Authorized system access authenticated; no unresolved lockouts

Core production/system-of-record and hosting connectivity online

Prior-day close and reconciliation confirmed complete

AML/OFAC/sanctions list updates loaded; audit logging active

No outstanding regulatory holds or freezes

Open authorization (sign-on) recorded with timestamp

11. KPIs

Opening sequence completed before scheduled open time: ≥ 98% of business days.

Days opened with a documented, signed authorization record: 100%.

Critical readiness findings reaching customer-facing activity: 0.

12. Supervisor Verification

Printed Name: ____________________ Signature: ____________________ Date: ______________

13. Revision History

VERSION DATE DESCRIPTION AUTHOR

1.0 2026-07-

27

Generated to the locked 3-page Free/$99 Standard standard for

FINANCE_INSURANCE_OPERATIONS.

Archetype Content

Team
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OD-002 — Shift Handover & Briefing

Estimated completion time: 15–30 minutes per shift transition

Provided for general informational and operational purposes as part of the Finance Insurance Operations archetype library. Does not constitute a certified safety program. Verify all

regulatory references and equipment-specific tolerances with a qualified engineer or safety professional before implementation.

1. Purpose

To ensure a structured, documented transfer of operational status, open items, pending transactions, and priorities from the outgoing to the

incoming shift so that no in-progress customer or account processing work is dropped, delayed, or duplicated across the shift boundary.

2. Scope

Covers the end-of-shift handover briefing between outgoing and incoming Operations personnel, including transfer of work queues, unresolved

exceptions, cutoff/deadline items, and system/access status. Excludes safety pre-shift briefing, which is covered under SD-003, and maintenance-

crew handover, which is covered under MD-001.

3. Responsibilities

Outgoing Shift Lead — compiles the handover log, reconciles open queues and pending transactions, and briefs the incoming team on priorities

and risks.

Incoming Shift Lead — reviews the handover log, confirms receipt of open items, and raises clarifications before the outgoing lead departs.

Operations Supervisor — verifies the completed handover record, arbitrates disputed or escalated items, and confirms coverage of cutoff-

sensitive work.

4. Required PPE & Lockout/Tagout

Standard facility PPE (none beyond normal office conditions).

Not applicable — no hazardous energy involved.

5. Regulatory References

Bank Secrecy Act / AML recordkeeping obligations (31 CFR Chapter X) governing continuity of suspicious-activity monitoring and transaction

records across staff transitions.

Gramm-Leach-Bliley Act Safeguards Rule (16 CFR Part 314) governing protection of nonpublic personal information during transfer of access and

work-in-progress.

Federal/state recordkeeping and books-and-records requirements applicable to regulated financial and insurance operators (e.g., SEC Rule 17a-

4, FINRA Rule 4511, or applicable state insurance/banking division retention rules) — apply the regime specific to the entity's charter or license.

Note: confirm applicability of sector-specific standards and any state-plan equivalents for this facility before customer-facing release.
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6. Process Flow

OD-002 PROCESS FLOW

Reconcile open

queues & pending
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verification &

close-out

6

7. Step-by-Step Procedure

1. Outgoing Shift Lead freezes/records the current state of all active work queues, pending transactions, and exception items in the handover

log template.

2. Reconcile deadline- and cutoff-sensitive items (e.g., wire cutoffs, claims/settlement windows, batch processing deadlines) and flag any that

must be actioned during the incoming shift.

3. Note all open issues, escalations, customer complaints, and system/access anomalies, with owner, status, and required next action for each.

4. Record system and access status: application availability, batch job status, and any degraded services from data-processing/hosting

providers.

5. Conduct the verbal briefing with the Incoming Shift Lead, walking through priorities in order of deadline and risk.

6. Incoming Shift Lead confirms understanding of each open item and signs acknowledgment of receipt in the handover log.

7. Operations Supervisor reviews and verifies the completed log, confirming coverage of all Critical and cutoff-bound items.

8. File the completed, signed handover log in the designated retention repository per applicable records-retention policy.

8. Decision Tree
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OD-002 ·  OPERATIONS ·  F INANCE INSURANCE OPERATIONS

Decision Tree — Shift Handover & Briefing

START — TO ENSURE A STRUCTURED, DOCUMENTED TRANSFER OF OPERATIONAL STATUS, OPEN ITEMS, PENDING TRANSACTIONS, AND

PRIORITIES FROM THE OUTGOING TO THE INCOMING SHIFT SO THAT NO IN-PROGRESS CUSTOMER OR ACCOUNT …

Issue identified

during this

procedure?

NO

Complete the checklist and close out the

procedure

END — NO FINDING, ACTIVITY CONTINUES

YES

Classify severity

Assign the highest severity that applies — not the first that matches.

MINOR

DEFINITION

no safety, compliance, or service impact

ACTION

Log it in the handover record with owner

and continue the briefing

ESCALATE TO

No escalation — handled at task level

Timing: resolve in the moment; work proceeds

MAJOR

DEFINITION

material risk to safety, compliance,

output, or service — not an immediate

hazard

ACTION

Hold the affected work item on the

open-issues list, escalate to the

Operations Supervisor named in Section

3, and resolve or assign firm ownership

before the outgoing lead departs

ESCALATE TO

Operations Supervisor named in Se

Timing: resolve before the work proceeds

CRITICAL

DEFINITION

a missed regulatory cutoff, unmonitored

suspicious-activity/exception queue, or

unauthorized-access exposure that could

result in financial loss, customer harm,

or a reportable compliance breach

ACTION

Halt close-out, immediately notify the

Operations Supervisor and Compliance

function, and retain both shift leads

until containment is confirmed

ESCALATE TO

Supervisor

Timing: immediate — halts the activity

Record the finding, the action taken, and the verification

Close the item only once the corrective action is verified and the

record is complete.

ACTIVITY RELEASED / CLOSED

READING THIS TREE

No f inding

Activity stands. Complete the checklist and continue.

Minor

Handled in place at task level; no escalation.

Major

Supervisory decision required before the next stage.

Crit ical

Activity halts on the spot; escalation is immediate.
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9. Quality Checkpoints

All active queues and pending transactions accounted for with current status.

Every cutoff/deadline-sensitive item has a named incoming owner.

Incoming Shift Lead acknowledgment signed before outgoing lead departs.

Zero unresolved Critical findings.

10. Inspection Checklist

ITEM PASS / FAIL NOTES

Handover log completed for all active queues

Pending/cutoff-sensitive transactions flagged with owner

Open exceptions/escalations documented with next action

System/access & batch-job status recorded

Incoming Shift Lead acknowledgment signed

Confidential (NPI) materials transferred securely

Supervisor verification obtained

11. KPIs

Handover completed before shift end: 100% of transitions.

Open items dropped/lost across handover: 0 per month.

Cutoff/deadline items missed due to handover gap: 0 per quarter.

12. Supervisor Verification

Printed Name: ____________________ Signature: ____________________ Date: ______________

13. Revision History

VERSION DATE DESCRIPTION AUTHOR

1.0 2026-07-

27

Generated to the locked 3-page Free/$99 Standard standard for

FINANCE_INSURANCE_OPERATIONS.

Archetype Content

Team
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OD-003 — Staffing & Coverage Verification

Estimated completion time: 20–40 minutes per operating period

Provided for general informational and operational purposes as part of the Finance Insurance Operations archetype library. Does not constitute a certified safety program. Verify all

regulatory references and equipment-specific tolerances with a qualified engineer or safety professional before implementation.

1. Purpose

To confirm, at the start of each operating period, that every required operational role is present, holds a current license or registration where the

function demands one, and is formally assigned to cover the transactions, service lines, and controls the operation will process that period.

2. Scope

Covers verification of role presence, active-credential status, and coverage assignment for the operating period across all customer-facing and

back-office operational functions. Excludes schedule/shift assignment, which is covered under HR-015, and staff competency evaluation, which is

covered under TR-020.

3. Responsibilities

Operations Supervisor — runs the pre-period coverage check, confirms each required seat is filled and credentialed, and authorizes the period

to open.

Compliance Liaison — confirms that roles requiring active registration or licensing (e.g., securities-registered personnel, licensed insurance

producers, notary/agent functions) hold current, unrestricted credentials before assignment.

Operations Associate — reports availability at start of period, confirms assigned queue/function, and flags any coverage gap to the Supervisor.

4. Required PPE & Lockout/Tagout

Standard facility PPE (none beyond normal office attire); badge/secure-access credential for entry to controlled areas.

Not applicable — no hazardous energy involved.

5. Regulatory References

None sector-specific govern staffing verification uniformly across all members; internal policy is the governing basis. Recordkeeping of who

performed licensed/regulated functions is supported by the Bank Secrecy Act / AML recordkeeping obligations (31 CFR Chapter X) applicable to

covered financial institutions, and by general FLSA time-and-attendance recordkeeping (29 CFR Part 516).

Member-specific examples only (not the governing frame): FINRA supervisory-registration coverage (e.g., FINRA Rule 3110) for securities

members; state insurance-producer licensing for insurance members.

Note: confirm applicability of sector-specific standards and any state-plan equivalents for this facility before customer-facing release.
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6. Process Flow

OD-003 PROCESS FLOW
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7. Step-by-Step Procedure

1. Retrieve the required-role roster for the operating period, listing each function that must be covered (teller/transaction line, claims intake,

trade support, member/customer service, wire/settlement, supervisory oversight).

2. Confirm physical or remote presence of each assigned individual via check-in; note any absence against the roster.

3. For each role requiring a credential, verify active, unrestricted status in the source of record (state licensing board lookup, FINRA/registration

system, internal credential register) with the Compliance Liaison.

4. Confirm that at least one qualified supervisory presence covers each regulated function for the full period.

5. Assign each present, credentialed individual to a specific function or queue; confirm no required function is left uncovered.

6. Identify and resolve any coverage gap — redeploy, secure backup, or restrict the affected service line until covered.

7. Confirm system/workstation access is provisioned for each assignment (334111/518210 dependency) so assigned staff can transact.

8. Record the verified coverage roster, credential-check results, and any gaps/resolutions in the operating-period log and obtain Supervisor

authorization to open.

8. Decision Tree
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OD-003 ·  OPERATIONS ·  F INANCE INSURANCE OPERATIONS

Decision Tree — Staffing & Coverage Verification

START — TO CONFIRM, AT THE START OF EACH OPERATING PERIOD, THAT EVERY REQUIRED OPERATIONAL ROLE IS PRESENT,

HOLDS A CURRENT LICENSE OR REGISTRATION WHERE THE FUNCTION DEMANDS ONE, AND IS FORMALLY ASSIGNED …

Issue identified

during this

procedure?

NO

Complete the checklist and close out the

procedure

END — NO FINDING, ACTIVITY CONTINUES

YES

Classify severity

Assign the highest severity that applies — not the first that matches.

MINOR

DEFINITION

no safety, compliance, or service impact

ACTION

log it in the operating-period note and

continue (e.g., non-critical role

covered by cross-trained backup)

ESCALATE TO

No escalation — handled at task level

Timing: resolve in the moment; work proceeds

MAJOR

DEFINITION

material risk to safety, compliance,

output, or service — not an immediate

hazard

ACTION

hold assignment of the affected

function, escalate to the Operations

Supervisor, and resolve the coverage or

credential issue before that function

opens

ESCALATE TO

Operations Supervisor

Timing: resolve before the work proceeds

CRITICAL

DEFINITION

a regulated function (e.g., licensed

producer sales, registered securities

transactions, wire/settlement release)

would operate with no present,

currently-credentialed, or supervised

staff — exposing the operation to

unlicensed/unauthorized transaction

activity

ACTION

do not open that function; immediately

notify the Operations Supervisor and

Compliance Liaison, secure backup or

restrict the service line until covered,

and document the containment

ESCALATE TO

Supervisor

Timing: immediate — halts the activity

Record the finding, the action taken, and the verification

Close the item only once the corrective action is verified and the

record is complete.

ACTIVITY RELEASED / CLOSED

READING THIS TREE

No f inding

Activity stands. Complete the checklist and continue.

Minor

Handled in place at task level; no escalation.

Major

Supervisory decision required before the next stage.

Crit ical

Activity halts on the spot; escalation is immediate.
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9. Quality Checkpoints

Every required function on the period roster has a present, assigned individual.

Every credential-dependent role shows active, unrestricted status verified against the source of record.

Supervisory coverage confirmed for each regulated function for the full period.

Zero unresolved Critical findings.

10. Inspection Checklist

ITEM PASS / FAIL NOTES

Required-role roster compiled for the period

All assigned staff checked in / present confirmed

Credential/registration status verified as active

Supervisory coverage confirmed for regulated functions

Each function/queue has a named assignment

System/workstation access provisioned per assignment

Coverage roster documented and authorized

11. KPIs

Functions opened with verified coverage: 100% of required functions.

Credential-check completion before period open: 100%.

Unresolved coverage gaps at period open: 0.

12. Supervisor Verification

Printed Name: ____________________ Signature: ____________________ Date: ______________

13. Revision History

VERSION DATE DESCRIPTION AUTHOR

1.0 2026-07-

27

Generated to the locked 3-page Free/$99 Standard standard for

FINANCE_INSURANCE_OPERATIONS.

Archetype Content

Team
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OD-004 — Work Area Readiness & Housekeeping Inspection

Estimated completion time: 20–40 minutes per work area at shift start

Provided for general informational and operational purposes as part of the Finance Insurance Operations archetype library. Does not constitute a certified safety program. Verify all

regulatory references and equipment-specific tolerances with a qualified engineer or safety professional before implementation.

1. Purpose

To confirm that operations work areas — desks, teller/service windows, processing stations, printers, and shared IT hardware — are clear,

organized, secured, and fit for the day's transaction and customer-service operations, so that no unattended nonpublic personal information (NPI),

documents, or media create a compliance or security exposure.

2. Scope

Covers daily readiness and housekeeping inspection of operations floor work areas, workstations, shared devices, and immediate document-

handling zones across facility-based and field/remote-hub sites. Excludes warehouse/records-storage housekeeping (see WH-023) and

maintenance-shop housekeeping (see MD-025).

3. Responsibilities

Operations Supervisor — owns the daily inspection, signs off readiness, and dispositions escalated findings.

Operations Associate — performs clear-desk/clear-screen setup at their station and remediates minor findings before start of business.

Information Security / Compliance Officer — receives escalations involving exposed NPI, unsecured media, or access-control failures and directs

containment.

4. Required PPE & Lockout/Tagout

Standard facility PPE; no specialized PPE required for administrative operations areas.

Not applicable — no hazardous energy involved. De-energizing or servicing IT equipment is out of scope and routed to facilities/IT per MD-025.

5. Regulatory References

Gramm-Leach-Bliley Act Safeguards Rule (16 CFR Part 314) — administrative and physical safeguards for customer information.

29 CFR 1910.22 (OSHA – Walking-Working Surfaces: housekeeping, clear passageways, and exits).

29 CFR 1910.37 (OSHA – maintenance and access to exit routes).

Internal Information Security and Clean-Desk Policy governs area-specific handling of NPI and media.

Note: confirm applicability of sector-specific standards and any state-plan equivalents for this facility before customer-facing release.
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6. Process Flow

OD-004 PROCESS FLOW
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7. Step-by-Step Procedure

1. Retrieve the daily readiness log and confirm the previous shift's close-out was completed and signed.

2. Walk each work area; confirm desks, service windows, and processing stations are clear of loose documents, printouts, checks, and

applications not in active use.

3. Verify clear-screen compliance: workstations locked or logged off overnight, no NPI displayed on unattended monitors, and shared IT

hardware (334111/334118) powered and functioning.

4. Confirm secure storage: files, media, and negotiable items are returned to locked drawers/cabinets; shred/secure-disposal bins are not

overflowing and are locked.

5. Check walking-working surfaces and egress: aisles, exits, and passageways clear per 29 CFR 1910.22/1910.37; no trip hazards from cabling

or boxes.

6. Confirm shared printers/scanners have no abandoned output in trays and that network/hosting connectivity (518210) supports the day's

processing.

7. Remediate minor findings immediately or route per the Decision Tree; document all findings.

8. Complete the Inspection Checklist, record corrective actions, and obtain Supervisor Verification sign-off before start of business.

8. Decision Tree

Operations Department SOP · FINANCE_INSURANCE_OPERATIONS · Rev 1.0 · Free tier Page 17 of 132



OD-004 ·  OPERATIONS ·  F INANCE INSURANCE OPERATIONS

Decision Tree — Work Area Readiness & Housekeeping Inspection

START — TO CONFIRM THAT OPERATIONS WORK AREAS — DESKS, TELLER/SERVICE WINDOWS, PROCESSING STATIONS, PRINTERS,

AND SHARED IT HARDWARE — ARE CLEAR, ORGANIZED, SECURED, AND FIT FOR THE DAY'S TRANSACTION AND …

Issue identified

during this

procedure?

NO

Complete the checklist and close out the

procedure

END — NO FINDING, ACTIVITY CONTINUES

YES

Classify severity

Assign the highest severity that applies — not the first that matches.

MINOR

DEFINITION

no safety, compliance, or service impact —

e.g., minor clutter, empty tray not reset

ACTION

Log it on the readiness log, correct on

the spot, and continue

ESCALATE TO

No escalation — handled at task level

Timing: resolve in the moment; work proceeds

MAJOR

DEFINITION

material risk to safety, compliance,

output, or service — not an immediate

hazard — e.g., unsecured file cabinet,

overflowing secure-disposal bin, blocked

but passable aisle

ACTION

Hold the affected area from

customer-facing use, escalate to the

Operations Supervisor, and resolve

before the area is opened for the day's

operations

ESCALATE TO

Operations Supervisor

Timing: resolve before the work proceeds

CRITICAL

DEFINITION

exposed nonpublic personal information

(unattended documents/screens with account

or PII data) or a blocked emergency exit

ACTION

Immediately contain/secure the exposure

or clear the exit, restrict access to

the area, and notify the Information

Security / Compliance Officer (and

facilities for egress) before any work

proceeds

ESCALATE TO

Supervisor

Timing: immediate — halts the activity

Record the finding, the action taken, and the verification

Close the item only once the corrective action is verified and the

record is complete.

ACTIVITY RELEASED / CLOSED

READING THIS TREE

No f inding

Activity stands. Complete the checklist and continue.

Minor

Handled in place at task level; no escalation.

Major

Supervisory decision required before the next stage.

Crit ical

Activity halts on the spot; escalation is immediate.
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9. Quality Checkpoints

Every station verified clear-desk and clear-screen prior to start of business.

All NPI, media, and negotiable items confirmed in secured storage.

Egress routes and walking-working surfaces confirmed clear and compliant.

Zero unresolved Critical findings.

10. Inspection Checklist

ITEM PASS / FAIL NOTES

Desks/service windows clear of loose documents and negotiable items

Workstations locked/logged off; no NPI on unattended screens

Files, media, and cash items in locked/secured storage

Secure-disposal/shred bins locked and not overflowing

Aisles, exits, and passageways clear (29 CFR 1910.22/1910.37)

Shared printers/scanners clear of abandoned output

Previous-shift close-out completed and signed

11. KPIs

Areas passing inspection before start of business: ≥ 98%.

Critical NPI-exposure findings: 0 per period.

Major findings remediated before area open-time: 100%.

12. Supervisor Verification

Printed Name: ____________________ Signature: ____________________ Date: ______________

13. Revision History

VERSION DATE DESCRIPTION AUTHOR

1.0 2026-07-

27

Generated to the locked 3-page Free/$99 Standard standard for

FINANCE_INSURANCE_OPERATIONS.

Archetype Content

Team
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OD-005 — Operational Equipment Availability Check

Estimated completion time: 20–45 minutes per operating period (shift or business day)

Provided for general informational and operational purposes as part of the Finance Insurance Operations archetype library. Does not constitute a certified safety program. Verify all

regulatory references and equipment-specific tolerances with a qualified engineer or safety professional before implementation.

1. Purpose

This procedure confirms that the equipment and tools an Operations team needs for the operating period — workstations, secure network access,

transaction and policy/account processing applications, and telephony/print devices — are present, functional, and released for use so that

customer accounts, transactions, and records can be serviced without interruption.

2. Scope

Covers the pre-period availability confirmation of computing hardware, peripherals, licensed application access, and connectivity used by

Operations staff at a financial or insurance operations site or authorized remote workspace. Excludes equipment condition/inspection (see ED-003),

preventive-maintenance status (see PM-024), and materials-handling equipment pre-use checks (see WH-004); this procedure confirms availability

and release-for-use only, not diagnostic condition or PM.

3. Responsibilities

Operations Shift Lead — initiates the availability check at start of period, confirms staffing-to-equipment coverage, and authorizes release for

use.

Operations Associate — verifies own assigned workstation, peripherals, application logins, and connectivity, and reports gaps to the Shift Lead.

IT/Systems Support Coordinator — validates entitlement, connectivity, and application availability; logs and routes unavailable-equipment

tickets and confirms restoration.

4. Required PPE & Lockout/Tagout

Standard facility PPE only; no specialized PPE required for administrative office equipment. Observe ergonomic and electrical-safety practices at

workstations.

Not applicable — no hazardous energy involved. Do not open or service device enclosures; unavailable devices are routed to IT/Systems

Support, not field-serviced by Operations.

5. Regulatory References

- No single sector-specific equipment-availability standard governs every member of this archetype. Applicable common frameworks include

recordkeeping and accessibility of records obligations under each entity's primary functional regulator, and enterprise IT/operational-resilience

expectations reflected in the FFIEC IT Examination Handbook (Business Continuity Management / Operations booklets) and comparable insurance-
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side guidance (e.g., NAIC Model 668 for insurer members); general workplace requirements under OSHA 29 CFR 1910 apply to all sites. Internal

Business Continuity and Information Security policy is the governing basis for this procedure. Note: confirm applicability of sector-specific

standards and any state-plan equivalents for this facility before customer-facing release.

6. Process Flow

OD-005 PROCESS FLOW

Confirm period

requirements &

roster

1 Verify

hardware/peripheral

presence

2 Validate

connectivity &

application/entitlement

3

Release for use

or escalate gaps

4

Document and

close out

5

7. Step-by-Step Procedure

1. At start of period, the Shift Lead reviews the operating roster and the equipment/tool list required for the period (workstations, dual

monitors, headsets, scanners/printers, application access).

2. Each Associate confirms physical presence of assigned equipment at the workstation or approved remote workspace and that all items

power on to login state.

3. Verify connectivity: confirm secure network/VPN session establishes and remains stable to the operating environment.

4. Validate application availability: log in to each required transaction, policy/account, or ledger application and confirm the entitlement/role

needed for the period's work is active (no expired credentials).

5. Verify peripherals used for customer-facing work — secure print, document scanners, and telephony — capture, print, or connect as

expected.

6. Confirm supporting hosted services (per 518210) are reachable and licensed workstation software (per 334111/334118 hardware) is present

at required version.

7. Where all items are present, functional, and entitled, the Shift Lead marks equipment released for use; where a gap exists, apply the

Decision Tree before releasing that workstation.

8. Record results on the Inspection Checklist, note any tickets raised, and obtain Supervisor Verification.

8. Decision Tree
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OD-005 ·  OPERATIONS ·  F INANCE INSURANCE OPERATIONS

Decision Tree — Operational Equipment Availability Check

START — THIS PROCEDURE CONFIRMS THAT THE EQUIPMENT AND TOOLS AN OPERATIONS TEAM NEEDS FOR THE OPERATING PERIOD —

WORKSTATIONS, SECURE NETWORK ACCESS, TRANSACTION AND POLICY/ACCOUNT PROCESSING APPLICATIONS, AND …

Issue identified

during this

procedure?

NO

Complete the checklist and close out the

procedure

END — NO FINDING, ACTIVITY CONTINUES

YES

Classify severity

Assign the highest severity that applies — not the first that matches.

MINOR

DEFINITION

no safety, compliance, or service impact

ACTION

log on the checklist, assign a

workaround (e.g., spare peripheral or

shared station), and continue the period

ESCALATE TO

No escalation — handled at task level

Timing: resolve in the moment; work proceeds

MAJOR

DEFINITION

material risk to safety, compliance,

output, or service — not an immediate

hazard

ACTION

hold the affected work at that station,

escalate to the Operations Shift Lead

and IT/Systems Support Coordinator,

reassign the Associate to a released

station, and resolve the availability

ticket before the affected work proceeds

ESCALATE TO

Operations Shift Lead and IT/Syst

Timing: resolve before the work proceeds

CRITICAL

DEFINITION

no released, entitled workstations

available to process time-sensitive

transactions or customer records for the

period (site-wide connectivity, core

application, or entitlement outage)

ACTION

invoke Business Continuity procedures

immediately, notify the Operations

Manager and Information Security, and do

not release the period's customer-facing

work until availability is restored and

confirmed

ESCALATE TO

Supervisor

Timing: immediate — halts the activity

Record the finding, the action taken, and the verification

Close the item only once the corrective action is verified and the

record is complete.

ACTIVITY RELEASED / CLOSED

READING THIS TREE

No f inding

Activity stands. Complete the checklist and continue.

Minor

Handled in place at task level; no escalation.

Major

Supervisory decision required before the next stage.

Crit ical

Activity halts on the spot; escalation is immediate.
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9. Quality Checkpoints

Every rostered Associate has a present, powered, released workstation before period start.

Every required application confirms active entitlement — no expired or missing role access.

Secure print/scan and telephony verified for customer-facing tasks.

Zero unresolved Critical findings.

10. Inspection Checklist

ITEM PASS / FAIL NOTES

Assigned workstation present and powers to login

Dual monitors / peripherals present and functional

Secure network / VPN session stable

Required application logins succeed with active entitlement

Secure print and document scanner operable

Telephony / headset connected for customer contact

Equipment released for use by Shift Lead

11. KPIs

Workstation availability at period start: ≥ 99%.

Availability gaps resolved or worked around before period start: 100%.

Unresolved Critical availability findings: 0 per period.

12. Supervisor Verification

Printed Name: ____________________ Signature: ____________________ Date: ______________

13. Revision History

VERSION DATE DESCRIPTION AUTHOR

1.0 2026-07-

27

Generated to the locked 3-page Free/$99 Standard standard for

FINANCE_INSURANCE_OPERATIONS.

Archetype Content

Team
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Phase 2 — Demand intake
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OD-006 — Customer Order / Work Request Intake

Estimated completion time: 10–30 minutes per request (excluding downstream underwriting or acceptance review)

Provided for general informational and operational purposes as part of the Finance Insurance Operations archetype library. Does not constitute a certified safety program. Verify all

regulatory references and equipment-specific tolerances with a qualified engineer or safety professional before implementation.

1. Purpose

To receive, authenticate, and log incoming customer orders, applications, and service requests (e.g., account openings, transaction instructions,

policy applications, claims, benefit elections) so that every request enters the operational workflow with a complete, time-stamped, auditable

record.

2. Scope

Covers intake channels, identity and authorization verification at first contact, data capture, and logging into the system of record for all customer-

initiated orders and work requests handled by Operations. Excludes acceptance/capability review (whether the institution will accept or can service

the request), which is covered under OD-007.

3. Responsibilities

Intake Operations Clerk — receives the request, verifies channel and requester authorization, captures required data, and creates the logged

record.

Operations Supervisor — resolves escalations, approves exceptions, and confirms completeness of logged records.

Compliance Officer — advises on customer identification, sanctions/screening, and privacy handling; owns disposition of flagged intakes.

4. Required PPE & Lockout/Tagout

Standard facility PPE only; no physical hazard exposure in this task.

Not applicable — no hazardous energy involved.

5. Regulatory References

Bank Secrecy Act / Anti-Money Laundering customer identification and recordkeeping requirements (31 CFR Chapter X) — applicable to financial

institutions across the span.

Gramm-Leach-Bliley Act, Privacy of Consumer Financial Information (16 CFR Part 313 / applicable functional-regulator equivalents) — protection

of nonpublic personal information captured at intake.

Office of Foreign Assets Control (OFAC) sanctions screening obligations (31 CFR Chapter V) at customer/request onboarding.

Note: confirm applicability of sector-specific standards (e.g., SEC/FINRA order-handling records for securities members, NAIC/state insurance

recordkeeping for insurance members) and any state-plan equivalents for this facility before customer-facing release.
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6. Process Flow

OD-006 PROCESS FLOW

Receive request

via authorized

channel

1 Verify requester

identity &

authorization

2 Capture and

validate

required data

3 Log into system

of record with

time-stamp

4 Route to

acceptance/capability

review (OD-007)

5

7. Step-by-Step Procedure

1. Confirm the request arrived through an authorized intake channel (secure portal, recorded telephone line, branch/office desk, or encrypted

document upload); reject or redirect unverified channels.

2. Authenticate the requester using approved identity verification (customer identification data, credentials, or authorized-representative

documentation) per the institution's CIP procedures.

3. Screen the requester/beneficiary against required watch and sanctions lists; flag any positive or inconclusive match without proceeding.

4. Capture all mandatory fields for the request type (requester identity, request type, amount/coverage/instruction detail, effective date, and

supporting documents).

5. Validate completeness and legibility of supporting materials received; request missing items before logging as complete.

6. Assign a unique tracking/reference number and record the intake date-time stamp.

7. Enter the record into the system of record and confirm data-processing/hosting capture succeeded (no failed write, no truncation).

8. Document the intake outcome, attach source materials, and route the logged request to acceptance/capability review per OD-007; retain the

intake record per the applicable retention schedule.

8. Decision Tree
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OD-006 ·  OPERATIONS ·  F INANCE INSURANCE OPERATIONS

Decision Tree — Customer Order / Work Request Intake

START — TO RECEIVE, AUTHENTICATE, AND LOG INCOMING CUSTOMER ORDERS, APPLICATIONS, AND SERVICE REQUESTS (E.G.,

ACCOUNT OPENINGS, TRANSACTION INSTRUCTIONS, POLICY APPLICATIONS, CLAIMS, BENEFIT ELECTIONS) SO …

Issue identified

during this

procedure?

NO

Complete the checklist and close out the

procedure

END — NO FINDING, ACTIVITY CONTINUES

YES

Classify severity

Assign the highest severity that applies — not the first that matches.

MINOR

DEFINITION

no safety, compliance, or service impact

ACTION

log the exception note in the record,

correct the field, and continue intake

ESCALATE TO

No escalation — handled at task level

Timing: resolve in the moment; work proceeds

MAJOR

DEFINITION

material risk to compliance, output, or

service — not an immediate hazard

ACTION

hold the affected request in a pending

queue, escalate to the Operations

Supervisor named in Section 3, and

resolve (missing authorization,

incomplete data, channel doubt) before

logging as complete

ESCALATE TO

Operations Supervisor named in Se

Timing: resolve before the work proceeds

CRITICAL

DEFINITION

confirmed sanctions/watch-list match,

suspected fraud or identity

misrepresentation, or an intake exposing

nonpublic personal information

ACTION

immediately contain the request, do not

proceed, and notify the Compliance

Officer for disposition and any required

regulatory filing

ESCALATE TO

Supervisor

Timing: immediate — halts the activity

Record the finding, the action taken, and the verification

Close the item only once the corrective action is verified and the

record is complete.

ACTIVITY RELEASED / CLOSED

READING THIS TREE

No f inding

Activity stands. Complete the checklist and continue.

Minor

Handled in place at task level; no escalation.

Major

Supervisory decision required before the next stage.

Crit ical

Activity halts on the spot; escalation is immediate.

Operations Department SOP · FINANCE_INSURANCE_OPERATIONS · Rev 1.0 · Free tier Page 27 of 132



9. Quality Checkpoints

Requester identity and authorization verified before any data capture.

Sanctions/watch-list screening completed and documented for every request.

Mandatory data fields and supporting documents complete and legible before logging.

Zero unresolved Critical findings.

10. Inspection Checklist

ITEM PASS / FAIL NOTES

Request received via authorized channel

Requester identity/authorization verified

Sanctions/watch-list screening documented

All mandatory fields captured

Supporting documents attached and legible

Unique reference number and time-stamp assigned

Record written to system of record without error

11. KPIs

Intake logging accuracy (complete, correct records) ≥ 99%.

Requests logged within one business day of receipt ≥ 98%.

Screening completion rate at intake = 100%.

12. Supervisor Verification

Printed Name: ____________________ Signature: ____________________ Date: ______________

13. Revision History

VERSION DATE DESCRIPTION AUTHOR

1.0 2026-07-

27

Generated to the locked 3-page Free/$99 Standard standard for

FINANCE_INSURANCE_OPERATIONS.

Archetype Content

Team
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OD-007 — Order Verification & Acceptance Review

Estimated completion time: 30–90 minutes per order/application, depending on product complexity and completeness of submitted

documentation.

Provided for general informational and operational purposes as part of the Finance Insurance Operations archetype library. Does not constitute a certified safety program. Verify all

regulatory references and equipment-specific tolerances with a qualified engineer or safety professional before implementation.

1. Purpose

To confirm that an incoming order, application, or account instruction is within the institution's authorized product scope, matches the customer's

stated request and eligibility, is supportable by current operational capacity, and carries agreed terms — before the institution formally accepts

and commits to fulfilling the work.

2. Scope

Covers pre-acceptance review of new customer orders, applications, and account instructions across deposit, credit, insurance, brokerage, and

fiduciary product lines — verifying scope, specification, capability, and terms prior to acceptance. Excludes order logging/intake capture (see OD-

006) and work scheduling/turnaround assignment (see OD-008).

3. Responsibilities

Operations Analyst — performs the verification review against product parameters, eligibility criteria, and submitted documentation; drafts the

acceptance/decline recommendation.

Operations Supervisor — reviews findings, adjudicates exceptions, and authorizes final acceptance or decline of the order.

Compliance Officer — confirms regulatory eligibility, required disclosures, and terms conformance; approves acceptance where escalation

thresholds are met.

4. Required PPE & Lockout/Tagout

Standard facility PPE (none beyond office norms); ensure workstation privacy screens where nonpublic personal information is displayed.

Not applicable — no hazardous energy involved. Logical access controls apply in place of physical LOTO (locked sessions, least-privilege access

to core systems).

5. Regulatory References

Bank Secrecy Act / Customer Identification Program obligations (31 CFR Chapter X) — customer identity and eligibility verification prior to

account acceptance, applicable across depository, insurance, and securities members.

Gramm-Leach-Bliley Act, Privacy of Consumer Financial Information (15 U.S.C. §§6801–6809; implementing Regulation P) — safeguarding

nonpublic personal information reviewed during acceptance.
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Unfair, Deceptive, or Abusive Acts or Practices standards (Dodd-Frank Act §1031/§1036) — ensuring terms and disclosures presented at

acceptance are fair and non-misleading.

Internal underwriting/eligibility policy and delegated-authority matrix govern where sector-specific product rules apply (e.g., Regulation Z for

consumer credit members; SEC/FINRA suitability rules for securities members; state insurance suitability/eligibility rules for insurance

members).

Note: confirm applicability of sector-specific standards and any state-plan equivalents for this facility before customer-facing release.

6. Process Flow

OD-007 PROCESS FLOW

Retrieve intake

record &

documentation

1 Verify scope &

specification

against

2 Confirm

eligibility &

operational

3 Validate terms,

pricing &

disclosures

4 Record

acceptance/decline

decision

5

7. Step-by-Step Procedure

1. Retrieve the order/application from the intake record (logged per OD-006) and confirm all referenced documentation and attachments are

present and legible.

2. Verify scope: confirm the requested product/service is on the institution's authorized product list and within the reviewer's delegated

authority per the authority matrix.

3. Verify specification: match requested amounts, terms, coverage limits, account features, or transaction instructions against the customer's

stated request and product parameters; flag any mismatch.

4. Confirm eligibility: validate customer identity/CIP status, jurisdiction/licensing coverage, and any suitability or underwriting criteria

applicable to the product line.

5. Confirm capability: verify the operation can fulfill the order within committed service parameters (system supports the product, no capacity

block, required third-party/vendor systems available) — do not assign turnaround dates (see OD-008).

6. Validate terms: confirm pricing/rate/premium/fee schedule, required disclosures, and contractual conditions are accurate, current, and

consistent with what will be delivered.

7. Adjudicate: record acceptance, conditional acceptance (with documented conditions), or decline; route exceptions per Section 8.

8. Document the decision, reviewer identity, timestamp, and supporting rationale in the order record and retain per the institution's records-

retention schedule.

8. Decision Tree
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OD-007 ·  OPERATIONS ·  F INANCE INSURANCE OPERATIONS

Decision Tree — Order Verification & Acceptance Review

START — TO CONFIRM THAT AN INCOMING ORDER, APPLICATION, OR ACCOUNT INSTRUCTION IS WITHIN THE INSTITUTION'S

AUTHORIZED PRODUCT SCOPE, MATCHES THE CUSTOMER'S STATED REQUEST AND ELIGIBILITY, IS SUPPORTABLE BY …

Issue identified

during this

procedure?

NO

Complete the checklist and close out the

procedure

END — NO FINDING, ACTIVITY CONTINUES

YES

Classify severity

Assign the highest severity that applies — not the first that matches.

MINOR

DEFINITION

no safety, compliance, or service impact

ACTION

note the discrepancy in the order

record, correct clerically, and continue

the review

ESCALATE TO

No escalation — handled at task level

Timing: resolve in the moment; work proceeds

MAJOR

DEFINITION

material risk to compliance, output, or

service — not an immediate hazard

ACTION

place the order on hold, escalate to the

Operations Supervisor, and resolve

(e.g., missing documentation, terms

mismatch, capability gap) before

acceptance proceeds

ESCALATE TO

Operations Supervisor

Timing: resolve before the work proceeds

CRITICAL

DEFINITION

acceptance would commit the institution to

an unauthorized product, an ineligible or

unverified customer (CIP/BSA failure), or

terms that misrepresent the deliverable,

exposing the institution to regulatory

action or financial loss

ACTION

immediately halt acceptance, quarantine

the record, and notify the Operations

Supervisor and Compliance Officer before

any commitment is made

ESCALATE TO

Supervisor

Timing: immediate — halts the activity

Record the finding, the action taken, and the verification

Close the item only once the corrective action is verified and the

record is complete.

ACTIVITY RELEASED / CLOSED

READING THIS TREE

No f inding

Activity stands. Complete the checklist and continue.

Minor

Handled in place at task level; no escalation.

Major

Supervisory decision required before the next stage.

Crit ical

Activity halts on the spot; escalation is immediate.
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9. Quality Checkpoints

Scope confirmed against authorized product list and delegated-authority matrix.

Eligibility (CIP/identity, suitability/underwriting) verified and documented.

Terms, pricing, and required disclosures validated against what will be delivered.

Zero unresolved Critical findings.

10. Inspection Checklist

ITEM PASS / FAIL NOTES

Order/application retrieved with complete, legible documentation

Requested product within authorized list and reviewer authority

Specifications match customer's stated request and product parameters

Customer identity/CIP and eligibility verified

Operational capability to fulfill confirmed

Terms, pricing, and disclosures validated

Acceptance/decline decision documented with rationale and timestamp

11. KPIs

Acceptance-review accuracy (orders accepted without post-acceptance rework/reversal): ≥ 98%

Reviews completed within committed SLA window: ≥ 95%

Critical findings released to acceptance uncorrected: 0

12. Supervisor Verification

Printed Name: ____________________ Signature: ____________________ Date: ______________

13. Revision History

VERSION DATE DESCRIPTION AUTHOR

1.0 2026-07-

27

Generated to the locked 3-page Free/$99 Standard standard for

FINANCE_INSURANCE_OPERATIONS.

Archetype Content

Team
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OD-008 — Job Scheduling & Sequencing

Estimated completion time: 30–60 minutes per scheduling cycle (daily/intraday)

Provided for general informational and operational purposes as part of the Finance Insurance Operations archetype library. Does not constitute a certified safety program. Verify all

regulatory references and equipment-specific tolerances with a qualified engineer or safety professional before implementation.

1. Purpose

To place accepted work items (applications, transactions, claims, servicing requests, settlement instructions) into the operating schedule so that

regulatory cut-offs, contractual turnaround commitments, and customer due dates are met in the correct priority sequence. This protects both

service-level integrity and the audit trail expected of regulated financial and insurance operations.

2. Scope

Covers the intake-to-queue sequencing of already-accepted work across the Operations processing day: priority tiering, due-date assignment,

batch/cut-off alignment, and re-sequencing on exception. Excludes resource assignment (who performs the work), which is covered under OD-009,

and maintenance scheduling of processing systems, which is covered under PM-008.

3. Responsibilities

Operations Scheduling Coordinator — builds and maintains the daily work queue, assigns priority tiers and due dates, and logs all re-sequencing

decisions.

Operations Team Lead — approves priority overrides, resolves contention between competing due dates, and owns escalation of at-risk items.

Operations Compliance Reviewer — confirms that regulatory cut-offs and mandated turnaround windows are correctly reflected in the schedule

before release to processing.

4. Required PPE & Lockout/Tagout

Standard facility PPE (none beyond general office/data-center access controls); logical access credentials required for the workflow/queue

management system.

Not applicable — no hazardous energy involved. Follow logical access controls and segregation-of-duties on scheduling systems in lieu of

physical LOTO.

5. Regulatory References

Gramm-Leach-Bliley Act, Safeguards Rule (16 CFR Part 314) — safeguarding of nonpublic customer information handled in scheduled work

items.

Bank Secrecy Act / AML recordkeeping (31 CFR Chapter X) — timely processing and retention of records for reportable items, applicable across

depository, securities, and insurance members.
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SEC Rule 17a-4 / equivalent books-and-records retention obligations — where records of transactional work must be preserved (e.g., broker-

dealers); analogous state insurance and prudential recordkeeping mandates apply to other members.

Internal policy: Operations Service-Level and Cut-Off Standard governs internal priority tiers where no sector-specific rule prescribes sequence.

Note: confirm applicability of sector-specific standards and any state-plan equivalents for this facility before customer-facing release.

6. Process Flow

OD-008 PROCESS FLOW

Receive accepted

work items

1 Classify

priority &

assign due

2 Sequence into

operating

schedule

3 Compliance/lead

review of

at-risk items

4

Release queue &

document

5

7. Step-by-Step Procedure

1. Pull the list of accepted work items from the workflow/queue management system; confirm each carries a valid intake reference and

required data fields.

2. Classify each item by priority tier (regulatory deadline > contractual SLA > standard) using the Operations Service-Level and Cut-Off

Standard.

3. Assign or verify the due date and applicable regulatory or clearing/settlement cut-off for each item.

4. Sequence items into the operating schedule, placing hard-deadline and cut-off-bound items ahead of standard-turnaround items; batch

items that share a common cut-off window.

5. Identify contention — items competing for the same window — and flag them to the Operations Team Lead for priority resolution.

6. Route flagged at-risk or regulatory-deadline items to the Operations Compliance Reviewer for confirmation before release.

7. Release the sequenced queue to processing (resource assignment handled under OD-009).

8. Document the final sequence, all priority overrides, and re-sequencing decisions with time-stamp and initials in the scheduling log/system of

record.

8. Decision Tree
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OD-008 ·  OPERATIONS ·  F INANCE INSURANCE OPERATIONS

Decision Tree — Job Scheduling & Sequencing

START — TO PLACE ACCEPTED WORK ITEMS (APPLICATIONS, TRANSACTIONS, CLAIMS, SERVICING REQUESTS, SETTLEMENT

INSTRUCTIONS) INTO THE OPERATING SCHEDULE SO THAT REGULATORY CUT-OFFS, CONTRACTUAL TURNAROUND …

Issue identified

during this

procedure?

NO

Complete the checklist and close out the

procedure

END — NO FINDING, ACTIVITY CONTINUES

YES

Classify severity

Assign the highest severity that applies — not the first that matches.

MINOR

DEFINITION

no safety, compliance, or service impact

ACTION

log the item in the scheduling notes,

adjust its position, and continue

sequencing

ESCALATE TO

No escalation — handled at task level

Timing: resolve in the moment; work proceeds

MAJOR

DEFINITION

material risk to safety, compliance,

output, or service — not an immediate

hazard

ACTION

hold the affected work item(s) out of

the released queue, escalate to the

Operations Team Lead, and resolve the

sequencing/due-date conflict before the

items proceed to processing

ESCALATE TO

Operations Team Lead

Timing: resolve before the work proceeds

CRITICAL

DEFINITION

a regulatory cut-off or

settlement/clearing deadline will be

missed for one or more items (e.g., a

same-day settlement, mandated reporting,

or premium/claim payment window)

ACTION

immediately halt release, notify the

Operations Team Lead and Operations

Compliance Reviewer, and invoke

expedited handling; document the

near-miss or breach

ESCALATE TO

Supervisor

Timing: immediate — halts the activity

Record the finding, the action taken, and the verification

Close the item only once the corrective action is verified and the

record is complete.

ACTIVITY RELEASED / CLOSED

READING THIS TREE

No f inding

Activity stands. Complete the checklist and continue.

Minor

Handled in place at task level; no escalation.

Major

Supervisory decision required before the next stage.

Crit ical

Activity halts on the spot; escalation is immediate.
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9. Quality Checkpoints

Every accepted item has a valid priority tier and due date/cut-off before entering the schedule.

No standard item is sequenced ahead of an unresolved regulatory-deadline item.

All priority overrides carry a documented approver and reason.

Zero unresolved Critical findings.

10. Inspection Checklist

ITEM PASS / FAIL NOTES

All accepted items pulled with valid intake references

Priority tier assigned per Service-Level & Cut-Off Standard

Due dates and regulatory/clearing cut-offs verified

Deadline-bound items sequenced ahead of standard items

Contention items resolved and approved by Team Lead

At-risk/regulatory items confirmed by Compliance Reviewer

Final sequence and overrides logged with time-stamp

11. KPIs

On-time completion against assigned due date/cut-off ≥ 99%.

Regulatory-deadline breaches attributable to sequencing = 0.

Scheduling log completeness (overrides documented) = 100%.

12. Supervisor Verification

Printed Name: ____________________ Signature: ____________________ Date: ______________

13. Revision History

VERSION DATE DESCRIPTION AUTHOR

1.0 2026-07-

27

Generated to the locked 3-page Free/$99 Standard standard for

FINANCE_INSURANCE_OPERATIONS.

Archetype Content

Team
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OD-009 — Resource & Capacity Allocation

Estimated completion time: 45–90 minutes per allocation cycle (per team, per scheduling horizon)

Provided for general informational and operational purposes as part of the Finance Insurance Operations archetype library. Does not constitute a certified safety program. Verify all

regulatory references and equipment-specific tolerances with a qualified engineer or safety professional before implementation.

1. Purpose

To match scheduled operational work — transaction processing, claims/underwriting adjudication, account servicing, and settlement — to the

people, licensed systems, workstations, and secure space actually available to perform it, so that committed capacity is real and not overstated.

This prevents backlog, missed regulatory deadlines, and service failures across processing queues.

2. Scope

Covers the assignment of processing staff, computing and licensed application seats, telephony/secure workstations, and physical or virtual

workspace to already-scheduled work, plus confirmation that the assigned capacity is genuinely available. Excludes staffing presence and

attendance confirmation, which is covered under OD-003, and work sequencing and queue prioritization, which is covered under OD-008.

3. Responsibilities

Operations Supervisor — owns the allocation, confirms real capacity against demand, and approves or reworks the assignment before the cycle

is committed.

Workforce/Capacity Planner — builds the demand-vs-capacity view, reconciles license seats and system availability with Data

Processing/Hosting providers, and flags shortfalls.

Team Lead — validates that named staff hold current entitlements (system access, licensing where applicable) for the work assigned and

escalates mismatches.

4. Required PPE & Lockout/Tagout

Standard facility PPE only; work is administrative/clerical at secure workstations.

Not applicable — no hazardous energy involved. Logical access controls (badge, MFA, least-privilege system entitlements) apply in place of

physical LOTO.

5. Regulatory References

- None sector-specific to allocation itself; internal capacity-management and business-continuity policy applies, supported by generally applicable

frameworks: recordkeeping and internal-control expectations under applicable federal functional-regulator rules (e.g., prudential examination

guidance for depository members; SEC/FINRA books-and-records for securities members; state insurance-department market-conduct rules for

insurance members), the Gramm-Leach-Bliley Act Safeguards requirements for protecting nonpublic customer information handled by assigned
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staff/systems, and OSHA 29 CFR 1910 general workplace requirements for the workspace assigned. Note: confirm applicability of sector-specific

standards and any state-plan equivalents for this facility before customer-facing release.

6. Process Flow

OD-009 PROCESS FLOW

Yes

No

Pull scheduled

work

1 Inventory

available

personnel-hours

2

Inventory system

license

3 Shortfall or

overcommitment

against a d

Obtain

Operations

Supervisor

Document

allocation

record

7. Step-by-Step Procedure

1. Pull the scheduled work volume for the horizon (transaction/claim/underwriting/servicing queues) with expected handle time per item; treat

sequence as given per OD-008.

2. Inventory available personnel-hours by skill/entitlement class (do not re-confirm attendance — take presence as established per OD-003).

3. Inventory system and license capacity: confirm concurrent application seats, compute/hosting availability, and peripheral/workstation counts

with the Data Processing and Hosting provider and internal IT.

4. Inventory secure space/workstation availability, including secure telephony and any location-restricted access required for the work.

5. Match demand to resources; calculate the capacity ratio (available hours × throughput ÷ required work). Identify any shortfall or

overcommitment against a documented buffer target.

6. Confirm the allocation is real: verify each named resource holds current entitlements and that no seat, workstation, or person is double-

booked across concurrent teams.

7. Obtain Operations Supervisor approval and commit the allocation to the workforce/scheduling system.

8. Document the allocation record — inputs, capacity ratio, confirmations, exceptions, and approver — and retain per internal retention policy.
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8. Decision Tree
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OD-009 ·  OPERATIONS ·  F INANCE INSURANCE OPERATIONS

Decision Tree — Resource & Capacity Allocation

START — TO MATCH SCHEDULED OPERATIONAL WORK — TRANSACTION PROCESSING, CLAIMS/UNDERWRITING ADJUDICATION, ACCOUNT

SERVICING, AND SETTLEMENT — TO THE PEOPLE, LICENSED SYSTEMS, WORKSTATIONS, AND SECURE SPACE …

Issue identified

during this

procedure?

NO

Complete the checklist and close out the

procedure

END — NO FINDING, ACTIVITY CONTINUES

YES

Classify severity

Assign the highest severity that applies — not the first that matches.

MINOR

DEFINITION

no safety, compliance, or service impact

ACTION

log the variance in the allocation

record, note the workaround, and

continue

ESCALATE TO

No escalation — handled at task level

Timing: resolve in the moment; work proceeds

MAJOR

DEFINITION

material risk to safety, compliance,

output, or service — not an immediate

hazard

ACTION

hold commitment of the affected queue,

escalate to the Operations Supervisor

named in Section 3, rebalance resources

or adjust scope, and resolve before the

allocation is committed

ESCALATE TO

Operations Supervisor named in Se

Timing: resolve before the work proceeds

CRITICAL

DEFINITION

assigned capacity is fabricated or

unavailable (double-booked seats, expired

system entitlements, or a shortfall that

will cause a regulatory or settlement

deadline to be missed)

ACTION

immediately halt commitment of the

affected work, notify the Operations

Supervisor and Compliance for deadline

exposure, and invoke contingency

capacity before any downstream

commitment is made

ESCALATE TO

Supervisor

Timing: immediate — halts the activity

Record the finding, the action taken, and the verification

Close the item only once the corrective action is verified and the

record is complete.

ACTIVITY RELEASED / CLOSED

READING THIS TREE

No f inding

Activity stands. Complete the checklist and continue.

Minor

Handled in place at task level; no escalation.

Major

Supervisory decision required before the next stage.

Crit ical

Activity halts on the spot; escalation is immediate.
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9. Quality Checkpoints

Demand inputs reconcile to the current scheduled work list before matching begins.

Every named resource has confirmed, current entitlements and no double-booking across teams.

Capacity ratio meets or exceeds the documented buffer target, or an approved exception is recorded.

Zero unresolved Critical findings.

10. Inspection Checklist

ITEM PASS / FAIL NOTES

Scheduled demand and handle-time inputs current and complete

Personnel-hours by entitlement class inventoried

System/license seats and hosting capacity confirmed with provider

Secure workstation/space availability verified

No double-booking of person, seat, or workstation

Capacity ratio ≥ buffer target or approved exception logged

Allocation record documented and Supervisor-approved

11. KPIs

Capacity confirmation accuracy (allocated vs. actually available) ≥ 98%.

Allocation-driven deadline misses (regulatory/settlement) = 0 per cycle.

Utilization within target band 80–92% (no chronic overcommitment or idle capacity).

12. Supervisor Verification

Printed Name: ____________________ Signature: ____________________ Date: ______________

13. Revision History

VERSION DATE DESCRIPTION AUTHOR

1.0 2026-07-

27

Generated to the locked 3-page Free/$99 Standard standard for

FINANCE_INSURANCE_OPERATIONS.

Archetype Content

Team
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OD-010 — Incoming Material / Supply Verification

Estimated completion time: 20–45 minutes per delivery (longer for multi-asset shipments)

Provided for general informational and operational purposes as part of the Finance Insurance Operations archetype library. Does not constitute a certified safety program. Verify all

regulatory references and equipment-specific tolerances with a qualified engineer or safety professional before implementation.

1. Purpose

To confirm that inbound materials and supplies received by an Operations function — computing hardware, peripherals, data-processing service

assets, licensed media, blank card/check/policy stock, and controlled office consumables — match the purchase order in item, quantity, and

condition before they are accepted into custody. This protects against loss, tampering, and downstream data-security exposure at a finance or

insurance operation.

2. Scope

Covers the point-of-receipt verification of inbound materials and supplies against the originating purchase order, packing list, and visible condition.

Excludes spec-conformance testing, which is covered under QC-003; putaway, covered under WH-006; and the dock count, covered under SH-008.

3. Responsibilities

Receiving Operations Clerk — physically receives shipments, matches items to the PO and packing list, records quantities and condition, and

flags discrepancies.

Operations Supervisor — approves acceptance, adjudicates discrepancies, and authorizes returns or holds.

Vendor Management / Procurement Coordinator — owns the PO of record, liaises with the supplier on shortages, damage, or substitutions, and

maintains vendor documentation.

4. Required PPE & Lockout/Tagout

Standard facility PPE; utility gloves where handling heavier hardware cartons or palletized stock.

Not applicable — no hazardous energy involved.

5. Regulatory References

- None sector-specific to material receipt; internal procurement and asset-custody policy applies. General books-and-records and internal-control

obligations that bind every member of the span govern the retention of receiving records (e.g., recordkeeping duties under applicable federal and

state financial/insurance regulators and examination requirements), and information-security safeguards apply to any received asset that stores or

processes nonpublic customer information (e.g., Gramm-Leach-Bliley Act Safeguards Rule, 16 CFR Part 314). Note: confirm applicability of sector-

specific standards and any state-plan equivalents for this facility before customer-facing release.
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6. Process Flow

OD-010 PROCESS FLOW

Delivery arrival

& PO retrieval

1 Item/quantity

match against

packing list

2 Condition &

tamper

inspection

3 Discrepancy

classification &

disposition

4 Acceptance,

sign-off, and

record capture

5

7. Step-by-Step Procedure

1. Retrieve the open purchase order and packing list for the delivery; confirm the vendor and PO number match the shipment label.

2. Confirm the shipment is addressed to this Operations function and that seals/tamper-evidence on cartons carrying serialized hardware or

controlled stock are intact.

3. Match each line item to the PO by description, model/part number, and serialized asset tag where applicable (referencing 334111 computer,

334118 peripheral, or 518210 data-processing service records).

4. Verify received quantity against ordered quantity; note shortages, overages, or substitutions.

5. Inspect visible condition — crushed cartons, moisture, broken seals, missing security packaging on card/check/policy stock; do not open

sealed data-bearing devices beyond what receipt requires.

6. Record serial numbers and asset tags for trackable items into the asset/inventory register; controlled stock (checks, cards, policy forms) is

logged by lot and count.

7. Classify and disposition any discrepancy per Section 8; place non-conforming items on hold pending resolution.

8. Complete the Inspection Checklist, obtain Supervisor acceptance sign-off, and file the signed receiving record with the PO and packing list.

8. Decision Tree
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OD-010 ·  OPERATIONS ·  F INANCE INSURANCE OPERATIONS

Decision Tree — Incoming Material / Supply Verification

START — TO CONFIRM THAT INBOUND MATERIALS AND SUPPLIES RECEIVED BY AN OPERATIONS FUNCTION — COMPUTING HARDWARE,

PERIPHERALS, DATA-PROCESSING SERVICE ASSETS, LICENSED MEDIA, BLANK CARD/CHECK/POLICY STOCK, AND …

Issue identified

during this

procedure?

NO

Complete the checklist and close out the

procedure

END — NO FINDING, ACTIVITY CONTINUES

YES

Classify severity

Assign the highest severity that applies — not the first that matches.

MINOR

DEFINITION

no safety, compliance, or service impact

ACTION

Log it on the receiving record, note it

to the Vendor Management Coordinator,

and continue acceptance (e.g., minor

cosmetic carton damage, non-controlled

overage)

ESCALATE TO

No escalation — handled at task level

Timing: resolve in the moment; work proceeds

MAJOR

DEFINITION

material risk to safety, compliance,

output, or service — not an immediate

hazard

ACTION

Place the affected items on hold, do not

enter them into custody, escalate to the

Operations Supervisor named in Section

3, and resolve with Procurement before

proceeding (e.g., quantity shortage,

wrong model, substitution not on PO)

ESCALATE TO

Operations Supervisor named in Se

Timing: resolve before the work proceeds

CRITICAL

DEFINITION

broken tamper-evidence or missing security

packaging on controlled stock (checks,

cards, policy forms) or on a data-bearing

device that may hold or receive nonpublic

customer information

ACTION

Quarantine the item immediately, do not

accept or connect it, and notify the

Operations Supervisor and Information

Security / Compliance at once

ESCALATE TO

Supervisor

Timing: immediate — halts the activity

Record the finding, the action taken, and the verification

Close the item only once the corrective action is verified and the

record is complete.

ACTIVITY RELEASED / CLOSED

READING THIS TREE

No f inding

Activity stands. Complete the checklist and continue.

Minor

Handled in place at task level; no escalation.

Major

Supervisory decision required before the next stage.

Crit ical

Activity halts on the spot; escalation is immediate.
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9. Quality Checkpoints

PO, packing list, and shipment label reconcile to the same vendor and order.

Serialized items and controlled stock counts recorded and cross-checked against ordered quantities.

Tamper-evidence and security packaging on data-bearing and controlled items confirmed intact.

Zero unresolved Critical findings.

10. Inspection Checklist

ITEM PASS / FAIL NOTES

PO number and vendor match shipment label

Line items match packing list by description/part number

Received quantity equals ordered quantity

Serial numbers / asset tags recorded for trackable items

Tamper-evidence and security packaging intact

Controlled stock (checks/cards/forms) logged by lot and count

No visible damage affecting fitness or security

11. KPIs

Receiving accuracy (items accepted matching PO): ≥ 99%.

Discrepancies logged and dispositioned same business day: 100%.

Controlled/serialized items with recorded asset tag or lot at receipt: 100%.

12. Supervisor Verification

Printed Name: ____________________ Signature: ____________________ Date: ______________

13. Revision History

VERSION DATE DESCRIPTION AUTHOR

1.0 2026-07-

27

Generated to the locked 3-page Free/$99 Standard standard for

FINANCE_INSURANCE_OPERATIONS.

Archetype Content

Team
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Phase 3 — Execution
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OD-011 — Standard Work Execution & Process Adherence

Estimated completion time: 20–45 minutes per work item; ongoing throughout a processing shift

Provided for general informational and operational purposes as part of the Finance Insurance Operations archetype library. Does not constitute a certified safety program. Verify all

regulatory references and equipment-specific tolerances with a qualified engineer or safety professional before implementation.

1. Purpose

This procedure ensures that operations staff execute account, transaction, claims, and policy-servicing work strictly to the current approved

standard method, and that any departure from that method is recognized, contained, and routed for correction. Consistent method adherence

protects customer funds, member data, and regulatory standing across the operation.

2. Scope

Covers execution of defined operational work items (e.g., transaction posting, claims adjudication support, policy/account maintenance,

reconciliation prep) against the current documented standard work instruction, plus identification and logging of deviations from that method.

Excludes in-process quality checks, which are covered under QC-007, and safe-work method, which is covered under SD-005.

3. Responsibilities

Operations Processor — performs each work item to the current approved method; identifies and logs deviations before the item advances.

Operations Team Lead — maintains the active method version, adjudicates severity of identified deviations, and authorizes release or hold of

affected work.

Compliance Officer — confirms the approved method reflects current regulatory and internal-control requirements and receives escalation of

Critical deviations.

4. Required PPE & Lockout/Tagout

Standard facility PPE only (office/processing environment); ergonomic workstation setup where continuous data entry is performed.

Not applicable — no hazardous energy involved. Logical controls apply instead: authenticated system access and role-based entitlements on the

processing platform.

5. Regulatory References

Gramm-Leach-Bliley Act, 15 U.S.C. §§ 6801–6809 (Safeguards Rule, 16 CFR Part 314) — protection of nonpublic personal/financial information

handled during work execution.

Bank Secrecy Act / 31 CFR Chapter X — AML program adherence and reporting obligations embedded in operational methods.

Applicable federal functional-regulator recordkeeping and internal-control expectations (e.g., FFIEC guidance for depository members;

SEC/FINRA books-and-records rules for securities members; state insurance-department market-conduct rules for insurance members), applied
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to each member per its charter/license.

Note: confirm applicability of sector-specific standards and any state-plan equivalents for this facility before customer-facing release.

6. Process Flow

OD-011 PROCESS FLOW

Yes

No

Retrieve

assigned work

1

Open current

approved

2

Confirm required

inputs

3 Execution

diverges from

the defined

Flag deviation

do not

Classify

identified

deviation

Record

disposition

executed

7. Step-by-Step Procedure

1. Retrieve the assigned work item from the queue and confirm identity/entitlement to the processing platform (hosted per 518210

environment) is active.

2. Open the current approved standard work instruction and verify the version/effective date matches the active revision published by the

Operations Team Lead.

3. Confirm all required inputs (documents, data fields, source records) are present and legible before starting execution.

4. Execute each step of the work item in the defined sequence, without substituting steps or shortcuts, capturing required entries as you go.

5. At each defined control point, compare actual execution against the method; if execution diverges from the defined method, flag it as a

deviation (do not self-correct silently).

6. Classify any identified deviation using Section 8 and route accordingly; do not advance the item until the routing action is complete.

7. Record the disposition (executed to method / deviation logged and resolved / held) in the work-tracking system with reference ID and

timestamp.

8. Document the completed item, attach the deviation log entry where applicable, and close out per the Inspection Checklist.

8. Decision Tree
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OD-011 ·  OPERATIONS ·  F INANCE INSURANCE OPERATIONS

Decision Tree — Standard Work Execution & Process Adherence

START — THIS PROCEDURE ENSURES THAT OPERATIONS STAFF EXECUTE ACCOUNT, TRANSACTION, CLAIMS, AND POLICY-SERVICING

WORK STRICTLY TO THE CURRENT APPROVED STANDARD METHOD, AND THAT ANY DEPARTURE FROM THAT METHOD IS …

Issue identified

during this

procedure?

NO

Complete the checklist and close out the

procedure

END — NO FINDING, ACTIVITY CONTINUES

YES

Classify severity

Assign the highest severity that applies — not the first that matches.

MINOR

DEFINITION

no safety, compliance, or service impact

ACTION

log the deviation in the work-tracking

system, note the corrected method step,

and continue processing

ESCALATE TO

No escalation — handled at task level

Timing: resolve in the moment; work proceeds

MAJOR

DEFINITION

material risk to compliance, output

accuracy, or service — not an immediate

hazard

ACTION

hold the affected work item, escalate to

the Operations Team Lead named in

Section 3, and resolve (rework to method

or authorized method-variance) before

the item proceeds

ESCALATE TO

Operations Team Lead named in Sec

Timing: resolve before the work proceeds

CRITICAL

DEFINITION

a deviation that risks a reportable breach

of customer funds/nonpublic personal

information, a missed regulatory

filing/deadline, or systematic

misprocessing across multiple items

ACTION

immediately stop and quarantine the

affected items, notify the Operations

Team Lead and Compliance Officer, and do

not release any affected work until

compliance clears it

ESCALATE TO

Supervisor

Timing: immediate — halts the activity

Record the finding, the action taken, and the verification

Close the item only once the corrective action is verified and the

record is complete.

ACTIVITY RELEASED / CLOSED

READING THIS TREE

No f inding

Activity stands. Complete the checklist and continue.

Minor

Handled in place at task level; no escalation.

Major

Supervisory decision required before the next stage.

Crit ical

Activity halts on the spot; escalation is immediate.
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9. Quality Checkpoints

Method version confirmed current before execution begins.

All required inputs verified present and legible before execution.

Every deviation flagged, classified, and routed before the item advances.

Zero unresolved Critical findings.

10. Inspection Checklist

ITEM PASS / FAIL NOTES

Active method version matches published revision

System access/entitlement authenticated for this work

All required inputs present and legible

Work executed in defined sequence, no unauthorized shortcuts

Deviations flagged, classified, and routed

Disposition recorded with reference ID and timestamp

No Critical deviation left unresolved

11. KPIs

Method-adherence rate (items executed to current method / total items): ≥ 99%.

Deviation logging completeness (flagged deviations documented): 100%.

Critical deviations released without compliance clearance: 0.

12. Supervisor Verification

Printed Name: ____________________ Signature: ____________________ Date: ______________

13. Revision History

VERSION DATE DESCRIPTION AUTHOR

1.0 2026-07-

27

Generated to the locked 3-page Free/$99 Standard standard for

FINANCE_INSURANCE_OPERATIONS.

Archetype Content

Team

Operations Department SOP · FINANCE_INSURANCE_OPERATIONS · Rev 1.0 · Free tier Page 50 of 132



OD-012 — Work-in-Progress Tracking & Status Update

Estimated completion time: 15–30 minutes per status-update cycle (per queue or portfolio review)

Provided for general informational and operational purposes as part of the Finance Insurance Operations archetype library. Does not constitute a certified safety program. Verify all

regulatory references and equipment-specific tolerances with a qualified engineer or safety professional before implementation.

1. Purpose

To ensure the current processing status of every active work item — applications, claims, transactions, account changes, or servicing requests — is

recorded accurately and remains visible to the operations team and downstream reviewers, so no in-flight item stalls or is lost.

2. Scope

Covers logging, updating, and displaying the workflow status of open work items within the operations case-management or workflow system, from

intake acknowledgment through hand-off to the next stage. Excludes throughput/cycle-time measurement (covered under OD-014) and quality-

defect data capture (covered under QC-027).

3. Responsibilities

Operations Processor — records and updates the status of each assigned work item at every stage transition and flags aging or blocked items.

Operations Team Lead — reviews the status board daily, reconciles exceptions, and reassigns or escalates stalled items.

Operations Compliance Liaison — verifies that status records and audit trails meet retention and reporting obligations before period close.

4. Required PPE & Lockout/Tagout

Standard facility PPE (none beyond general office requirements; secure workstation with authenticated system access).

Not applicable — no hazardous energy involved.

5. Regulatory References

- None sector-specific to status tracking as a discrete activity; internal recordkeeping and books-and-records policy applies, supported by the

general record-integrity expectations under applicable federal and state financial-services regulators (e.g., prudential/market-conduct examiners,

the applicable state licensing or insurance department, and the entity's primary functional regulator). Where personal data is displayed on status

boards, the Gramm-Leach-Bliley Act Safeguards Rule (16 CFR Part 314) applies to protecting nonpublic personal information. Note: confirm

applicability of sector-specific standards and any state-plan equivalents for this facility before customer-facing release.
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6. Process Flow

OD-012 PROCESS FLOW
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7. Step-by-Step Procedure

1. At intake, confirm each active work item exists in the case-management/workflow system with a unique reference ID; create the record if

missing.

2. Assign the current stage code (e.g., Received, In Review, Pending Information, Approved, Awaiting Hand-off) and the owning Processor.

3. Update the status at every stage transition, recording timestamp, actor, and next required action — never batch-update at end of day.

4. For items in a "Pending" or "Blocked" state, record the specific dependency (e.g., awaiting customer documentation, awaiting internal

approval) and the expected clearance date.

5. Confirm the shared status board or dashboard reflects live records and that no nonpublic personal information is exposed beyond authorized

viewers.

6. Flag any item exceeding its stage-aging threshold to the Operations Team Lead for reassignment or escalation.

7. At end of cycle, reconcile the count of open, pending, and closed items against the prior cycle to confirm no item silently disappeared.

8. Document the reconciliation result, exceptions logged, and any escalations in the daily operations status record.

8. Decision Tree
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OD-012 ·  OPERATIONS ·  F INANCE INSURANCE OPERATIONS

Decision Tree — Work-in-Progress Tracking & Status Update

START — TO ENSURE THE CURRENT PROCESSING STATUS OF EVERY ACTIVE WORK ITEM — APPLICATIONS, CLAIMS, TRANSACTIONS,

ACCOUNT CHANGES, OR SERVICING REQUESTS — IS RECORDED ACCURATELY AND REMAINS VISIBLE TO THE …

Issue identified

during this

procedure?

NO

Complete the checklist and close out the

procedure

END — NO FINDING, ACTIVITY CONTINUES

YES

Classify severity

Assign the highest severity that applies — not the first that matches.

MINOR

DEFINITION

no safety, compliance, or service impact

ACTION

correct the status entry inline, note

the correction in the record, and

continue

ESCALATE TO

No escalation — handled at task level

Timing: resolve in the moment; work proceeds

MAJOR

DEFINITION

material risk to compliance, output, or

service — not an immediate hazard

ACTION

place the affected item on hold,

escalate to the Operations Team Lead

named in Section 3, and resolve the

status discrepancy before the item

proceeds to its next stage

ESCALATE TO

Operations Team Lead named in Sec

Timing: resolve before the work proceeds

CRITICAL

DEFINITION

active work items untracked, mis-stated,

or missing from the system such that a

regulated deadline, funds movement, or

customer obligation could be missed or a

data exposure has occurred

ACTION

immediately halt further processing on

the affected items, notify the

Operations Team Lead and Operations

Compliance Liaison, and contain/secure

any exposed records before resuming

ESCALATE TO

Supervisor

Timing: immediate — halts the activity

Record the finding, the action taken, and the verification

Close the item only once the corrective action is verified and the

record is complete.

ACTIVITY RELEASED / CLOSED

READING THIS TREE

No f inding

Activity stands. Complete the checklist and continue.

Minor

Handled in place at task level; no escalation.

Major

Supervisory decision required before the next stage.

Crit ical

Activity halts on the spot; escalation is immediate.
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9. Quality Checkpoints

Every active item has a current stage code and named owner.

All status updates carry timestamp and actor for a complete audit trail.

Open/pending/closed counts reconcile against the prior cycle with no unexplained variance.

Zero unresolved Critical findings.

10. Inspection Checklist

ITEM PASS / FAIL NOTES

Every active work item present with unique reference ID

Current stage code assigned to each open item

Owning Processor named on each item

Stage transitions timestamped with actor

Pending/blocked items show dependency and expected clearance

Status board shows live data with no unauthorized PII exposure

Cycle reconciliation completed and documented

11. KPIs

Status-record completeness (active items with current stage + owner): ≥ 99%.

Real-time update compliance (transitions logged at time of occurrence): ≥ 95%.

Reconciliation variance (unexplained open-item count discrepancy per cycle): 0.

12. Supervisor Verification

Printed Name: ____________________ Signature: ____________________ Date: ______________

13. Revision History

VERSION DATE DESCRIPTION AUTHOR

1.0 2026-07-

27

Generated to the locked 3-page Free/$99 Standard standard for

FINANCE_INSURANCE_OPERATIONS.

Archetype Content

Team
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OD-013 — Operational Handoff Between Work Stages

Estimated completion time: 15–30 minutes per handoff event

Provided for general informational and operational purposes as part of the Finance Insurance Operations archetype library. Does not constitute a certified safety program. Verify all

regulatory references and equipment-specific tolerances with a qualified engineer or safety professional before implementation.

1. Purpose

This procedure establishes a controlled transfer of in-process financial or insurance transactions (applications, claims, account maintenance, trade

or settlement items, disbursements) between successive processing stages, crews, or teams so that no item is lost, duplicated, or advanced

without a complete and reconciled record of its status.

2. Scope

Covers the point-of-transfer verification, reconciliation, and acknowledgment of open work items and their supporting documentation as ownership

passes from one processing stage or team to the next within Operations. Excludes end-of-shift personnel turnover, which is covered under OD-002,

and stage quality release/sign-off, which is covered under QC-013.

3. Responsibilities

Operations Processor (Releasing) — reconciles the outgoing work queue, confirms item status and documentation completeness, and initiates

the handoff record.

Operations Processor (Receiving) — verifies received item count and status against the handoff record, confirms system access to each item,

and formally accepts custody.

Operations Supervisor — reviews the completed handoff record, resolves discrepancies, and authorizes closure of the transfer.

4. Required PPE & Lockout/Tagout

Standard facility PPE; none beyond ordinary office/workstation requirements.

Not applicable — no hazardous energy involved. "Lockout" equivalent is logical: work items under active transfer are placed in a queue-hold

status until custody is accepted.

5. Regulatory References

- Internal records and information-management policy governs the handoff record itself. Sector-wide obligations that apply to every member of the

span and bear on this task include: the Gramm-Leach-Bliley Act Safeguards Rule (16 CFR Part 314) for protecting nonpublic personal information

during transfer; the Bank Secrecy Act / 31 CFR Chapter X recordkeeping obligations for covered transactions; and each institution's records-

retention and audit-trail obligations under its primary functional regulator (e.g., federal banking agencies, SEC/FINRA, or the applicable state
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insurance department depending on member). Note: confirm applicability of sector-specific standards and any state-plan equivalents for this

facility before customer-facing release.

6. Process Flow

OD-013 PROCESS FLOW

Reconcile

outgoing queue

1

Generate handoff

record

2

Transfer custody

& documentation

3 Receiving

verification &

acceptance

4 Supervisor

closure and

archive

5

7. Step-by-Step Procedure

1. Releasing Processor freezes the outgoing queue to a queue-hold status so no item changes state mid-transfer.

2. Reconcile each open work item against the system of record: confirm item ID, current stage, pending action, and completeness of

supporting documentation.

3. Flag and annotate any item that is incomplete, on exception, or awaiting external input (e.g., pending customer information or third-party

confirmation).

4. Generate the handoff record listing each item, its status code, and any flags; attach or reference all supporting documentation.

5. Transfer custody: Receiving Processor confirms system access to each listed item and matches count and status against the handoff record.

6. Reconcile discrepancies (missing items, status mismatch, access failures) directly between Releasing and Receiving Processors; unresolved

items are escalated per Section 8.

7. Receiving Processor formally accepts custody by acknowledging the handoff record; queue-hold status is released.

8. Operations Supervisor reviews, signs, and archives the completed handoff record in the retention system.

8. Decision Tree
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OD-013 ·  OPERATIONS ·  F INANCE INSURANCE OPERATIONS

Decision Tree — Operational Handoff Between Work Stages

START — THIS PROCEDURE ESTABLISHES A CONTROLLED TRANSFER OF IN-PROCESS FINANCIAL OR INSURANCE TRANSACTIONS

(APPLICATIONS, CLAIMS, ACCOUNT MAINTENANCE, TRADE OR SETTLEMENT ITEMS, DISBURSEMENTS) BETWEEN …

Issue identified

during this

procedure?

NO

Complete the checklist and close out the

procedure

END — NO FINDING, ACTIVITY CONTINUES

YES

Classify severity

Assign the highest severity that applies — not the first that matches.

MINOR

DEFINITION

no safety, compliance, or service impact

ACTION

Note on the handoff record (e.g., minor

annotation discrepancy), continue the

transfer, and reconcile at closure

ESCALATE TO

No escalation — handled at task level

Timing: resolve in the moment; work proceeds

MAJOR

DEFINITION

material risk to safety, compliance,

output, or service — not an immediate

hazard

ACTION

Place the affected item(s) in

queue-hold, escalate to the Operations

Supervisor, and resolve before the

receiving team proceeds on those items

ESCALATE TO

Operations Supervisor

Timing: resolve before the work proceeds

CRITICAL

DEFINITION

a transferred item involving customer

funds, nonpublic personal information, or

a regulated transaction is lost,

duplicated, or advanced without a

traceable record, creating a potential

financial-loss or reporting-breach

exposure

ACTION

Halt the entire handoff immediately,

preserve all records, and notify the

Operations Supervisor and the compliance

officer at once for containment and any

required reporting

ESCALATE TO

Supervisor

Timing: immediate — halts the activity

Record the finding, the action taken, and the verification

Close the item only once the corrective action is verified and the

record is complete.

ACTIVITY RELEASED / CLOSED

READING THIS TREE

No f inding

Activity stands. Complete the checklist and continue.

Minor

Handled in place at task level; no escalation.

Major

Supervisory decision required before the next stage.

Crit ical

Activity halts on the spot; escalation is immediate.
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9. Quality Checkpoints

Every open item on the outgoing queue appears on the handoff record with a status code.

Count and status of received items match the handoff record before custody acceptance.

All flagged/exception items carry a documented next action and owner.

Zero unresolved Critical findings.

10. Inspection Checklist

ITEM PASS / FAIL NOTES

Outgoing queue frozen to queue-hold before reconciliation

All open items listed on handoff record with status codes

Supporting documentation attached or referenced for each item

Receiving Processor confirmed system access to each item

Item count and status matched at acceptance

Exception/flagged items have documented next action and owner

Handoff record acknowledged and archived per retention policy

11. KPIs

Handoff reconciliation accuracy (items matched at acceptance) ≥ 99.5%

Items lost or advanced without traceable record: 0 per period

Handoff records completed and archived within same business day ≥ 98%

12. Supervisor Verification

Printed Name: ____________________ Signature: ____________________ Date: ______________

13. Revision History

VERSION DATE DESCRIPTION AUTHOR

1.0 2026-07-

27

Generated to the locked 3-page Free/$99 Standard standard for

FINANCE_INSURANCE_OPERATIONS.

Archetype Content

Team
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OD-014 — Output Monitoring & Throughput Review

Estimated completion time: 30–60 minutes per monitoring cycle (typically per shift or per daily processing window)

Provided for general informational and operational purposes as part of the Finance Insurance Operations archetype library. Does not constitute a certified safety program. Verify all

regulatory references and equipment-specific tolerances with a qualified engineer or safety professional before implementation.

1. Purpose

Establish a consistent method for monitoring the rate and volume of operational output — transactions, applications, claims, account actions,

settlements, and other processed work items — against the daily/weekly plan, so that backlog build-up, throughput shortfalls, and processing

bottlenecks are detected and addressed within the operating window.

2. Scope

Covers real-time and interval tracking of processed-item counts and throughput rates against planned targets across Operations queues, and the

escalation of variances. Excludes standing KPI review and target-setting (see OD-028) and process capability analysis (see QC-026).

3. Responsibilities

Operations Processing Clerk — records and reconciles output counts per queue against the interval plan; flags variances at each checkpoint.

Operations Team Lead — reviews throughput dashboards, reallocates staffing across queues, and authorizes recovery actions within the window.

Operations Supervisor — owns plan-vs-actual sign-off, approves rework/hold decisions, and escalates material or critical variances to the

responsible business owner.

4. Required PPE & Lockout/Tagout

Standard facility PPE (none beyond office/workstation ergonomic setup).

Not applicable — no hazardous energy involved. Logical access controls and workstation lockout apply to systems handling non-public

information.

5. Regulatory References

Internal Operations policy and documented service-level plans are the governing basis for throughput targets; no single sector-specific

throughput standard applies uniformly across the span.

Recordkeeping and books-and-records obligations that make output/volume logs auditable apply broadly, e.g., 17 CFR 240.17a-4 (broker-

dealers), FFIEC record-retention guidance (depository institutions), and applicable state insurance record-retention rules (insurance

carriers/agencies).

Where processed items contain non-public personal or health information, safeguarding of the monitoring data applies, e.g., Gramm-Leach-

Bliley Act Safeguards Rule (16 CFR Part 314) and, where PHI is involved, HIPAA (45 CFR Parts 160/164).

Operations Department SOP · FINANCE_INSURANCE_OPERATIONS · Rev 1.0 · Free tier Page 59 of 132



Note: confirm applicability of sector-specific standards and any state-plan equivalents for this facility before customer-facing release.

6. Process Flow

OD-014 PROCESS FLOW

Retrieve plan &

baseline

1

Capture interval

output counts

2 Compare actual

vs plan per

queue

3

Classify & act

on variance

4 Log results and

hand off open

items

5

7. Step-by-Step Procedure

1. Retrieve the current shift/day processing plan and per-queue target volumes and rate thresholds from the Operations planning record.

2. Confirm data-source integrity: verify the workflow/queue management platform and reporting feed (hosted per 518210 Data Processing and

Hosting) are live and timestamps are current; note any outage.

3. Capture actual processed-item counts and in-progress/backlog counts per queue at the scheduled interval (e.g., hourly or per batch cycle).

4. Compute actual throughput rate and cumulative volume; compare against the interval and cumulative plan, calculating variance percentage

per queue.

5. Identify the driver of any variance (staffing gap, system latency, input arrival spike, upstream dependency) without re-defining the target —

target changes route to OD-028.

6. Apply in-window recovery for shortfalls: reallocate clerks, reprioritize aging items, or open overflow handling as authorized by the Team

Lead.

7. Re-check at the next interval to confirm the variance is closing; classify severity per the Decision Tree if it persists or widens.

8. Document interval counts, variances, drivers, actions taken, and open items in the throughput log; hand off unresolved items to the next

shift with a written summary.

8. Decision Tree
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OD-014 ·  OPERATIONS ·  F INANCE INSURANCE OPERATIONS

Decision Tree — Output Monitoring & Throughput Review

START — ESTABLISH A CONSISTENT METHOD FOR MONITORING THE RATE AND VOLUME OF OPERATIONAL OUTPUT — TRANSACTIONS,

APPLICATIONS, CLAIMS, ACCOUNT ACTIONS, SETTLEMENTS, AND OTHER PROCESSED WORK ITEMS — AGAINST THE …

Issue identified

during this

procedure?

NO

Complete the checklist and close out the

procedure

END — NO FINDING, ACTIVITY CONTINUES

YES

Classify severity

Assign the highest severity that applies — not the first that matches.

MINOR

DEFINITION

no safety, compliance, or service impact

ACTION

log the variance and driver in the

throughput log, continue monitoring, and

confirm recovery at the next interval

ESCALATE TO

No escalation — handled at task level

Timing: resolve in the moment; work proceeds

MAJOR

DEFINITION

material risk to safety, compliance,

output, or service — not an immediate

hazard

ACTION

hold or contain the affected queue,

escalate to the Operations Supervisor,

reallocate resources, and resolve the

shortfall before the processing window

closes

ESCALATE TO

Operations Supervisor

Timing: resolve before the work proceeds

CRITICAL

DEFINITION

plan variance threatens breach of a

regulated or contractual deadline (e.g.,

same-day settlement, statutory

claim-turnaround, or funds-availability

cut-off) or the backlog will not clear

within the day

ACTION

immediately notify the Operations

Supervisor and the responsible business

owner, invoke overflow/contingency

handling, and record the

deadline-at-risk event

ESCALATE TO

Supervisor

Timing: immediate — halts the activity

Record the finding, the action taken, and the verification

Close the item only once the corrective action is verified and the

record is complete.

ACTIVITY RELEASED / CLOSED

READING THIS TREE

No f inding

Activity stands. Complete the checklist and continue.

Minor

Handled in place at task level; no escalation.

Major

Supervisory decision required before the next stage.

Crit ical

Activity halts on the spot; escalation is immediate.
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9. Quality Checkpoints

Data feed verified live and timestamps current before counts are trusted.

Per-queue actual-vs-plan variance computed and reconciled at each scheduled interval.

All Major and Critical variances have a documented driver, action, and owner.

Zero unresolved Critical findings.

10. Inspection Checklist

ITEM PASS / FAIL NOTES

Current plan and per-queue targets retrieved

Reporting/queue platform live; timestamps current

Interval output counts captured for all active queues

Variance % computed and reconciled to source counts

Drivers identified for all variances beyond threshold

Recovery actions logged with responsible owner

Open items and backlog handed off in writing

11. KPIs

Plan attainment (actual volume ÷ planned volume): ≥ 98% per window.

Interval monitoring compliance (checkpoints completed on schedule): 100%.

Critical deadline-at-risk events reaching close of window unresolved: 0.

12. Supervisor Verification

Printed Name: ____________________ Signature: ____________________ Date: ______________

13. Revision History

VERSION DATE DESCRIPTION AUTHOR

1.0 2026-07-

27

Generated to the locked 3-page Free/$99 Standard standard for

FINANCE_INSURANCE_OPERATIONS.

Archetype Content

Team
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OD-015 — Bottleneck Identification & Response

Estimated completion time: 45–90 minutes per identified constraint (initial detection and response); recurring bottlenecks may require follow-

up cycles.

Provided for general informational and operational purposes as part of the Finance Insurance Operations archetype library. Does not constitute a certified safety program. Verify all

regulatory references and equipment-specific tolerances with a qualified engineer or safety professional before implementation.

1. Purpose

To detect constraints — human, system, or workflow — that slow the processing of transactions, applications, claims, settlements, or

member/customer service requests, and to respond in a controlled manner that protects turnaround-time commitments, regulatory deadlines, and

service quality across the operation.

2. Scope

Covers detection, triage, and immediate response to operational bottlenecks in Operations-owned queues at a Finance Insurance Operations

business (e.g., transaction processing, application intake, claims adjudication, settlement, and member/customer service workflows). Excludes staff

schedule changes, which are covered under OD-017, and capacity allocation across queues, which is covered under OD-009; this procedure may

hand off to those modules but does not author their steps.

3. Responsibilities

Operations Supervisor — monitors queue metrics, classifies bottleneck severity, authorizes response actions, and owns escalation.

Operations Processing Associate — flags emerging constraints at the point of work, provides ground-level cause detail, and reworks or reroutes

affected items as directed.

Compliance Officer — reviews any bottleneck that risks a regulatory deadline, mandatory disclosure, or reporting obligation and signs off before

customer-/member-facing release.

4. Required PPE & Lockout/Tagout

Standard facility PPE; office-based clerical work — no specialized PPE required.

Not applicable — no hazardous energy involved. "Containment" here means placing affected work items on administrative hold, not physical

lockout.

5. Regulatory References

Bank Secrecy Act / AML program requirements (31 CFR Chapter X) — applicable to all covered financial and insurance operations for timely

processing and reporting of monitored transactions.
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Gramm-Leach-Bliley Act, Safeguards Rule (16 CFR Part 314) — requires each covered institution to maintain the operational integrity and

availability of systems processing nonpublic personal information, which bottleneck response directly supports.

Internal policy basis: enterprise service-level and turnaround-time standards, business-continuity procedures, and records-retention schedule.

Member-specific deadline regimes may apply as examples (e.g., insurance claims-handling turnaround rules, securities settlement cycles, fund

transfer timing) but do not form the governing frame here.

Note: confirm applicability of sector-specific standards and any state-plan equivalents for this facility before customer-facing release.

6. Process Flow

OD-015 PROCESS FLOW

Yes

No

Pull current

queue

1

Compare against

baseline

2

Confirm

constraint real

3

Cause is

system-related?

Confirm status

data-processing/hosting

provider

Classify
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Notify affected

roles

7. Step-by-Step Procedure

1. Pull current queue metrics for each Operations workflow — items in queue, aging distribution, average handle time, and any items

approaching a regulatory or SLA deadline.

2. Compare against baseline throughput thresholds; flag any queue where aging or backlog exceeds the defined trigger (e.g., items breaching

80% of their deadline window).

3. Confirm the constraint is real (not a reporting artifact) by spot-checking two to three affected items and interviewing the assigned

Processing Associate.

4. Diagnose the primary cause: staffing shortfall, system/processing slowdown (including hosted-platform or hardware faults), procedural

rework loop, or upstream vendor/data delay.

5. If the cause is system-related, confirm status with the data-processing/hosting provider or IT support and log the ticket reference; if staffing-

or allocation-related, hand off to OD-017 or OD-009 as applicable.
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6. Classify severity per Section 8 and apply the corresponding response — reroute, add reviewers within existing capacity, or place at-risk

items on controlled hold.

7. Notify affected roles and, where a regulatory deadline is at risk, escalate to the Compliance Officer before any workaround touches

customer-/member-facing output.

8. Document the bottleneck, cause, action taken, and recovery time in the operations log, and record final resolution and sign-off.

8. Decision Tree
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OD-015 ·  OPERATIONS ·  F INANCE INSURANCE OPERATIONS

Decision Tree — Bottleneck Identification & Response

START — TO DETECT CONSTRAINTS — HUMAN, SYSTEM, OR WORKFLOW — THAT SLOW THE PROCESSING OF TRANSACTIONS,

APPLICATIONS, CLAIMS, SETTLEMENTS, OR MEMBER/CUSTOMER SERVICE REQUESTS, AND TO RESPOND IN A …

Issue identified

during this

procedure?

NO

Complete the checklist and close out the

procedure

END — NO FINDING, ACTIVITY CONTINUES

YES

Classify severity

Assign the highest severity that applies — not the first that matches.

MINOR

DEFINITION

no safety, compliance, or service impact

ACTION

Log the constraint in the operations

log, continue processing, and monitor

the affected queue on the next metric

pull

ESCALATE TO

No escalation — handled at task level

Timing: resolve in the moment; work proceeds

MAJOR

DEFINITION

material risk to compliance, output, or

service — not an immediate breach

ACTION

Place the affected items on

administrative hold, escalate to the

Operations Supervisor, reroute or

reinforce the queue within existing

capacity, and clear the backlog before

the deadline window expires

ESCALATE TO

Operations Supervisor

Timing: resolve before the work proceeds

CRITICAL

DEFINITION

a bottleneck that will cause missed

statutory/regulatory deadlines (e.g.,

mandatory transaction reporting,

claims-handling or settlement timing) or a

systemic processing outage affecting

protected customer/member data or funds

ACTION

Immediately contain the queue, notify

the Operations Supervisor and Compliance

Officer at once, invoke

business-continuity/vendor-escalation

procedures, and do not release affected

output until integrity and timing are

confirmed

ESCALATE TO

Supervisor

Timing: immediate — halts the activity

Record the finding, the action taken, and the verification

Close the item only once the corrective action is verified and the

record is complete.

ACTIVITY RELEASED / CLOSED

READING THIS TREE

No f inding

Activity stands. Complete the checklist and continue.

Minor

Handled in place at task level; no escalation.

Major

Supervisory decision required before the next stage.

Crit ical

Activity halts on the spot; escalation is immediate.
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9. Quality Checkpoints

Every flagged constraint has a confirmed root-cause classification before a response is applied.

All items placed on hold are tracked against their regulatory/SLA deadline until cleared.

Compliance Officer sign-off is on file for any bottleneck that touched a regulatory deadline or protected data.

Zero unresolved Critical findings.

10. Inspection Checklist

ITEM PASS / FAIL NOTES

Queue metrics pulled and compared against baseline thresholds

Constraint confirmed as real via item spot-check

Root cause classified (staffing / system / process / vendor)

At-risk items identified against regulatory/SLA deadlines

Response action applied and documented in operations log

Escalation to Supervisor/Compliance completed where required

Recovery verified and bottleneck closed out

11. KPIs

Mean time to detect a constraint after threshold breach: ≤ 30 minutes.

Deadline/SLA breaches attributable to unaddressed bottlenecks: 0 per quarter.

Constraints resolved within their deadline window: ≥ 98%.

12. Supervisor Verification

Printed Name: ____________________ Signature: ____________________ Date: ______________

13. Revision History

VERSION DATE DESCRIPTION AUTHOR

1.0 2026-07-

27

Generated to the locked 3-page Free/$99 Standard standard for

FINANCE_INSURANCE_OPERATIONS.

Archetype Content

Team
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OD-016 — Rework & Nonconforming Work Handling

Estimated completion time: 30–90 minutes per nonconforming work item (excluding queued processing time)

Provided for general informational and operational purposes as part of the Finance Insurance Operations archetype library. Does not constitute a certified safety program. Verify all

regulatory references and equipment-specific tolerances with a qualified engineer or safety professional before implementation.

1. Purpose

This procedure defines how Operations staff segregate, contain, and route back for re-processing any transaction, account record, policy

document, claim, or customer-facing output that fails to meet the applicable specification. It protects data integrity, prevents nonconforming work

from reaching the customer or downstream systems, and preserves a complete audit trail.

2. Scope

Covers identification, physical/logical segregation, quarantine holding, and re-run coordination of nonconforming work items processed by the

Operations Department across all channels (core processing, imaging, correspondence, and transaction queues). Excludes formal disposition

decisions, which are covered under QC-014, and rework authorization, which is covered under QC-016; this procedure hands off to those modules

and does not duplicate their steps.

3. Responsibilities

Operations Processor — identifies suspected nonconformance, quarantines the affected item, and initiates the nonconformance record.

Operations Quality Reviewer — validates the nonconformance, applies segregation controls, tracks the item through re-run, and confirms

closure evidence.

Operations Supervisor — the responsible escalation role; oversees containment, coordinates re-run scheduling, and authorizes release back into

production once disposition (QC-014) and authorization (QC-016) are confirmed.

4. Required PPE & Lockout/Tagout

Standard facility PPE only; no physical hazards in routine work. Where physical media (checks, source documents, printed statements) are

handled, use standard document-handling and confidentiality controls.

Not applicable — no hazardous energy involved. The logical equivalent applies: place a system "hold"/"exception" status on the affected record

or batch to prevent further automated processing until released.

5. Regulatory References

Gramm-Leach-Bliley Act, 15 U.S.C. §§6801–6809 (safeguarding of nonpublic personal information during handling of quarantined records).

Bank Secrecy Act / recordkeeping requirements, 31 U.S.C. §5318 and 31 CFR Chapter X (accuracy and retention of transaction records).

Sarbanes-Oxley Act §404 (internal control over financial reporting; error identification and correction).
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Member-specific examples only, not the governing frame: e.g., 17 CFR 240.17a-3/17a-4 (broker-dealers); NCUA 12 CFR Part 748 (credit unions);

applicable state insurance market-conduct and claims-handling rules (insurers/agencies).

Note: confirm applicability of sector-specific standards and any state-plan equivalents for this facility before customer-facing release.

6. Process Flow

OD-016 PROCESS FLOW
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7. Step-by-Step Procedure

1. Upon identifying a work item that fails the applicable specification (data mismatch, missing signature/authorization, calculation error, wrong

template, imaging defect), stop further processing of that item immediately.

2. Apply a "hold" or "exception" status in the core/workflow system (hosted per 518210 providers) so the item cannot advance in automated

queues; for physical media, move it to the designated quarantine bin marked "NONCONFORMING — DO NOT PROCESS."

3. Physically and logically segregate the item from conforming work; label it with a unique nonconformance ID, date/time, and identifying

processor.

4. Create the nonconformance record capturing: item type, account/policy/transaction reference, defect description, detection point, and

suspected cause.

5. Notify the Operations Quality Reviewer to validate the nonconformance and confirm the segregation controls are in place.

6. Route the validated item for formal disposition per QC-014 and rework authorization per QC-016; do not re-run until both are confirmed.

7. Once authorized, execute the re-run, verify the corrected output against the original specification, and confirm the defect is cleared before

removing the hold status.

8. Record final resolution, re-run verification evidence, and closure (including who released the hold) in the nonconformance log; retain per

applicable records-retention schedule.

8. Decision Tree
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OD-016 ·  OPERATIONS ·  F INANCE INSURANCE OPERATIONS

Decision Tree — Rework & Nonconforming Work Handling

START — THIS PROCEDURE DEFINES HOW OPERATIONS STAFF SEGREGATE, CONTAIN, AND ROUTE BACK FOR RE-PROCESSING ANY

TRANSACTION, ACCOUNT RECORD, POLICY DOCUMENT, CLAIM, OR CUSTOMER-FACING OUTPUT THAT FAILS TO MEET …

Issue identified

during this

procedure?

NO

Complete the checklist and close out the

procedure

END — NO FINDING, ACTIVITY CONTINUES

YES

Classify severity

Assign the highest severity that applies — not the first that matches.

MINOR

DEFINITION

no safety, compliance, or service impact —

e.g., internal formatting defect caught

before release

ACTION

Log it in the nonconformance record and

continue; route to the Operations

Quality Reviewer for standard re-run at

next available cycle

ESCALATE TO

No escalation — handled at task level

Timing: resolve in the moment; work proceeds

MAJOR

DEFINITION

material risk to compliance, output

accuracy, or service — not an immediate

hazard

ACTION

Keep the hold/quarantine status in

place, escalate to the Operations

Supervisor, and resolve before the item

proceeds to any downstream system or

customer

ESCALATE TO

Operations Supervisor

Timing: resolve before the work proceeds

CRITICAL

DEFINITION

nonconforming work has already reached a

customer or an external system (e.g., an

erroneous payment, misposted account, or

incorrect policy/claim determination

released externally)

ACTION

Immediately contain all related items,

notify the Operations Supervisor and

Compliance for potential customer

notification and reporting obligations,

and freeze the affected batch pending

disposition

ESCALATE TO

Supervisor

Timing: immediate — halts the activity

Record the finding, the action taken, and the verification

Close the item only once the corrective action is verified and the

record is complete.

ACTIVITY RELEASED / CLOSED

READING THIS TREE

No f inding

Activity stands. Complete the checklist and continue.

Minor

Handled in place at task level; no escalation.

Major

Supervisory decision required before the next stage.

Crit ical

Activity halts on the spot; escalation is immediate.
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9. Quality Checkpoints

Every nonconforming item carries an active hold/exception status and a unique nonconformance ID before it leaves the processor's desk.

Segregation verified by the Operations Quality Reviewer independent of the identifying processor.

Re-run output verified against the original specification before hold status is removed.

Zero unresolved Critical findings.

10. Inspection Checklist

ITEM PASS / FAIL NOTES

Nonconforming item assigned unique nonconformance ID

Hold/exception status applied (system) or item in quarantine bin (physical)

Defect fully documented in nonconformance record

Segregation independently validated by Quality Reviewer

Disposition (QC-014) and re-run authorization (QC-016) confirmed before re-run

Re-run output verified against original specification

Closure and hold-release recorded with responsible name

11. KPIs

Nonconformance containment rate (items placed on hold before downstream advance): ≥ 99%.

Nonconforming items reaching customer/external systems (Critical): 0 per quarter.

Median time from detection to verified re-run closure: ≤ 2 business days.

12. Supervisor Verification

Printed Name: ____________________ Signature: ____________________ Date: ______________

13. Revision History

VERSION DATE DESCRIPTION AUTHOR

1.0 2026-07-

27

Generated to the locked 3-page Free/$99 Standard standard for

FINANCE_INSURANCE_OPERATIONS.

Archetype Content

Team
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OD-017 — Schedule Deviation & Change Management

Estimated completion time: 30–90 minutes per change event (excluding downstream re-processing time)

Provided for general informational and operational purposes as part of the Finance Insurance Operations archetype library. Does not constitute a certified safety program. Verify all

regulatory references and equipment-specific tolerances with a qualified engineer or safety professional before implementation.

1. Purpose

To provide a controlled method for absorbing changes, delays, and priority shifts in Operations processing queues (transaction settlement, policy

issuance, claims adjudication, account servicing, and similar batch or case work) so that committed cut-off times, service-level commitments, and

regulatory processing windows are preserved or formally re-baselined without silent slippage.

2. Scope

Covers detection, classification, authorization, re-sequencing, and documentation of any schedule deviation or change request affecting Operations

work queues and their committed completion times. Excludes bottleneck root-cause response, which is covered under OD-015, and

customer/member notification of the change, which is covered under OD-022.

3. Responsibilities

Operations Supervisor — reviews and authorizes deviations, re-baselines committed times, escalates Major/Critical events, owns the deviation

log.

Operations Processor — detects and logs deviations at the work-queue level, executes approved re-sequencing, and confirms downstream

impacts.

Compliance Officer — determines whether a deviation touches a regulatory processing window or reporting obligation and clears any change

with such exposure before it proceeds.

4. Required PPE & Lockout/Tagout

Standard facility PPE (none beyond general office requirements; secure-workstation and clean-desk controls apply to non-public information).

Not applicable — no hazardous energy involved. Where a change is triggered by a hosted-platform or system dependency, apply logical access

controls and change-freeze holds in lieu of physical lockout.

5. Regulatory References

Bank Secrecy Act / AML recordkeeping obligations (31 CFR Chapter X) — deviations affecting reportable transaction timelines must preserve the

audit trail.

Gramm-Leach-Bliley Act, Safeguards provisions (16 CFR Part 314) — protection of nonpublic personal information during re-sequencing and re-

routing of work.
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SEC Rule 17a-4 / recordkeeping and comparable state and federal record-retention mandates applicable across regulated financial and

insurance entities — deviation records must be retained and reproducible.

Internal Operations change-control and delegation-of-authority policy governs any deviation not otherwise reached by the above.

Note: confirm applicability of sector-specific standards and any state-plan equivalents for this facility before customer-facing release.

6. Process Flow

OD-017 PROCESS FLOW

Detect

deviation/change

request

1 Log & assess

impact on

committed times

2 Classify

severity &

authorize

3 Re-sequence or

re-baseline

queue

4 Document, notify

handoff

(OD-022), and

5

7. Step-by-Step Procedure

1. Identify the deviation or change request (delay, priority shift, upstream data feed slip from the hosted processing platform, resource loss, or

reprioritized batch) and capture time of detection.

2. Locate the affected work in the queue and quantify impact against the committed cut-off, SLA, or regulatory processing window.

3. Verify whether any regulatory window or reporting obligation is at risk; if so, flag for the Compliance Officer before any re-sequencing.

4. Determine the change type — reversible re-sequencing within committed time, or a re-baseline that moves a committed time.

5. Obtain authorization per delegation-of-authority: Operations Processor may execute in-window re-sequencing; Operations Supervisor must

approve any re-baseline.

6. Execute the approved action — re-order the queue, reassign resources, or apply the new committed time — and confirm integrity of the

audit trail and any dependent downstream queues.

7. Trigger the customer/member notification handoff per OD-022 where a committed time to an external party has moved; do not author that

notice here.

8. Record the deviation in the Operations deviation log: description, classification, authorizer, action taken, new committed time, and

timestamp.

8. Decision Tree
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OD-017 ·  OPERATIONS ·  F INANCE INSURANCE OPERATIONS

Decision Tree — Schedule Deviation & Change Management

START — TO PROVIDE A CONTROLLED METHOD FOR ABSORBING CHANGES, DELAYS, AND PRIORITY SHIFTS IN OPERATIONS

PROCESSING QUEUES (TRANSACTION SETTLEMENT, POLICY ISSUANCE, CLAIMS ADJUDICATION, ACCOUNT …

Issue identified

during this

procedure?

NO

Complete the checklist and close out the

procedure

END — NO FINDING, ACTIVITY CONTINUES

YES

Classify severity

Assign the highest severity that applies — not the first that matches.

MINOR

DEFINITION

no safety, compliance, or service impact

ACTION

Log the deviation, execute in-window

re-sequencing, and continue processing

ESCALATE TO

No escalation — handled at task level

Timing: resolve in the moment; work proceeds

MAJOR

DEFINITION

material risk to safety, compliance,

output, or service — not an immediate

hazard

ACTION

Hold the affected queue segment,

escalate to the Operations Supervisor

named in Section 3, obtain authorization

and (if a regulatory window is touched)

Compliance Officer clearance, and

re-baseline before proceeding

ESCALATE TO

Operations Supervisor named in Se

Timing: resolve before the work proceeds

CRITICAL

DEFINITION

a missed statutory/regulatory processing

or reporting deadline, or a change that

would breach the audit trail or expose

nonpublic personal information

ACTION

Immediately freeze the affected work,

notify the Operations Supervisor and

Compliance Officer at once, and do not

proceed until documented clearance is

granted

ESCALATE TO

Supervisor

Timing: immediate — halts the activity

Record the finding, the action taken, and the verification

Close the item only once the corrective action is verified and the

record is complete.

ACTIVITY RELEASED / CLOSED

READING THIS TREE

No f inding

Activity stands. Complete the checklist and continue.

Minor

Handled in place at task level; no escalation.

Major

Supervisory decision required before the next stage.

Crit ical

Activity halts on the spot; escalation is immediate.
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9. Quality Checkpoints

Every deviation has a recorded detection time, classification, and named authorizer.

Any regulatory-window exposure was cleared by the Compliance Officer before re-sequencing.

New committed times are propagated to all dependent downstream queues and the OD-022 notification handoff.

Zero unresolved Critical findings.

10. Inspection Checklist

ITEM PASS / FAIL NOTES

Deviation detected and logged with timestamp

Impact quantified against committed cut-off / SLA / regulatory window

Severity classified per Section 8

Authorization obtained at correct delegation level

Regulatory-window exposure cleared by Compliance (if applicable)

Downstream dependent queues updated with new committed time

OD-022 notification handoff triggered where external commitment moved

11. KPIs

Deviations logged within 15 minutes of detection ≥ 98%

Regulatory processing windows missed due to unmanaged deviation = 0

Re-baselined commitments with complete authorization record ≥ 99%

12. Supervisor Verification

Printed Name: ____________________ Signature: ____________________ Date: ______________

13. Revision History

VERSION DATE DESCRIPTION AUTHOR

1.0 2026-07-

27

Generated to the locked 3-page Free/$99 Standard standard for

FINANCE_INSURANCE_OPERATIONS.

Archetype Content

Team
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OD-018 — Subcontractor & Vendor Coordination

Estimated completion time: 2–5 business days per engagement cycle (initial onboarding); 1–2 hours per routine coordination checkpoint

thereafter

Provided for general informational and operational purposes as part of the Finance Insurance Operations archetype library. Does not constitute a certified safety program. Verify all

regulatory references and equipment-specific tolerances with a qualified engineer or safety professional before implementation.

1. Purpose

To govern how the Operations Department engages, onboards, and coordinates external providers (subcontractors and vendors) that perform part

of a regulated financial or insurance operation — including data processing, hosting, claims/policy administration support, and document handling

— so that outsourced work meets the same confidentiality, accuracy, and regulatory standards as work performed in-house.

2. Scope

Covers vendor/subcontractor selection support, onboarding documentation, ongoing service coordination, and offboarding for external providers

touching operational workflows or nonpublic personal/financial information. Excludes contractor maintenance supervision (see MD-018) and

contractor safety (see SD-023).

3. Responsibilities

Operations Coordinator — initiates engagement requests, maintains the vendor coordination log, schedules and documents coordination

checkpoints, and confirms deliverables against the statement of work.

Vendor Risk Manager — reviews due-diligence documentation, verifies contractual controls (confidentiality, subcontracting, audit rights), and

approves onboarding before any nonpublic information is shared.

Operations Manager — owns the vendor relationship, authorizes engagement and termination, and serves as the escalation point for Major and

Critical findings.

4. Required PPE & Lockout/Tagout

Standard facility PPE only; not a physical-hazard task. Logical safeguards apply: authenticated system access, least-privilege credentials, and

secure workspace for handling nonpublic information.

Lockout/Tagout: Not applicable — no hazardous energy involved. The functional equivalent is access revocation — suspend vendor

credentials/data feeds immediately upon a confirmed control breach.

5. Regulatory References

Gramm-Leach-Bliley Act, Safeguards Rule (16 CFR Part 314) — service-provider oversight and contractual safeguards for nonpublic personal

information.
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GLBA Privacy Rule (15 U.S.C. §§6801–6809) — controls on sharing nonpublic personal information with third parties.

Bank Secrecy Act / AML program obligations (31 CFR Chapter X) — third-party/agent due diligence where the vendor supports covered activity.

Internal Third-Party Risk Management Policy and Vendor Code of Conduct (institution-specific), applied where no sector-wide standard governs a

given control.

Note: confirm applicability of sector-specific standards and any state-plan equivalents for this facility before customer-facing release.

6. Process Flow

OD-018 PROCESS FLOW

Engagement

request &

scoping

1 Due-diligence &

contractual

control

2 Onboarding &

access

provisioning

3 Ongoing

coordination &

deliverable

4 Offboarding &

access/data

return

5

7. Step-by-Step Procedure

1. Receive and log the engagement request; record the vendor, service line, data classification, and business owner in the vendor coordination

log.

2. Confirm a signed statement of work and contract defining deliverables, service levels, confidentiality, subcontracting limits, and audit rights

are in place before any coordination begins.

3. Route due-diligence materials (financial/operational stability, information-security attestations, hosting/processing controls) to the Vendor

Risk Manager for review and written approval.

4. Provision only least-privilege access and data feeds required for the scoped work; document what nonpublic information the vendor will

handle and under what safeguards.

5. Hold the kickoff coordination checkpoint; confirm the vendor understands data-handling, escalation, and reporting obligations, and record

attendance and action items.

6. Conduct recurring coordination checkpoints; verify deliverables against the statement of work, track service-level performance, and log

open issues with owners and due dates.

7. At engagement close or renewal, confirm return or certified destruction of nonpublic information, revoke access, and reconcile final

deliverables.

8. Document all checkpoints, approvals, and closeout actions in the vendor coordination log and retain per the institution's records-retention

schedule.

8. Decision Tree
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OD-018 ·  OPERATIONS ·  F INANCE INSURANCE OPERATIONS

Decision Tree — Subcontractor & Vendor Coordination

START — TO GOVERN HOW THE OPERATIONS DEPARTMENT ENGAGES, ONBOARDS, AND COORDINATES EXTERNAL PROVIDERS

(SUBCONTRACTORS AND VENDORS) THAT PERFORM PART OF A REGULATED FINANCIAL OR INSURANCE OPERATION — …

Issue identified

during this

procedure?

NO

Complete the checklist and close out the

procedure

END — NO FINDING, ACTIVITY CONTINUES

YES

Classify severity

Assign the highest severity that applies — not the first that matches.

MINOR

DEFINITION

no safety, compliance, or service impact

ACTION

Log it in the vendor coordination log

with an action item and owner, and

continue coordination

ESCALATE TO

No escalation — handled at task level

Timing: resolve in the moment; work proceeds

MAJOR

DEFINITION

material risk to safety, compliance,

output, or service — not an immediate

hazard

ACTION

Hold the affected deliverable or data

exchange, escalate to the Operations

Manager, and resolve (e.g., corrected

SOW, remediated control gap) before the

work proceeds

ESCALATE TO

Operations Manager

Timing: resolve before the work proceeds

CRITICAL

DEFINITION

confirmed exposure or mishandling of

nonpublic personal/financial information

by the vendor, or vendor operating outside

contracted authority

ACTION

Immediately suspend the vendor's access

and data feeds, notify the Operations

Manager and Vendor Risk Manager, and

trigger the incident-response and

regulatory-notification process

ESCALATE TO

Supervisor

Timing: immediate — halts the activity

Record the finding, the action taken, and the verification

Close the item only once the corrective action is verified and the

record is complete.

ACTIVITY RELEASED / CLOSED

READING THIS TREE

No f inding

Activity stands. Complete the checklist and continue.

Minor

Handled in place at task level; no escalation.

Major

Supervisory decision required before the next stage.

Crit ical

Activity halts on the spot; escalation is immediate.
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9. Quality Checkpoints

Signed contract and statement of work verified before any nonpublic information is shared.

Vendor Risk Manager written approval on file prior to access provisioning.

Access limited to least-privilege scope and reconciled at each recurring checkpoint.

Zero unresolved Critical findings.

10. Inspection Checklist

ITEM PASS / FAIL NOTES

Engagement logged with data classification and business owner

Signed contract/SOW with confidentiality and audit-rights clauses on file

Due-diligence review approved by Vendor Risk Manager

Vendor access provisioned at least-privilege only

Recurring coordination checkpoints documented with action items

Deliverables reconciled against statement of work

Offboarding: access revoked and data return/destruction certified

11. KPIs

Vendor onboardings with completed due-diligence approval before access: 100%.

Coordination checkpoints held on schedule per engagement: ≥ 95%.

Access revoked within 1 business day of engagement close or termination: 100%.

12. Supervisor Verification

Printed Name: ____________________ Signature: ____________________ Date: ______________

13. Revision History

VERSION DATE DESCRIPTION AUTHOR

1.0 2026-07-

27

Generated to the locked 3-page Free/$99 Standard standard for

FINANCE_INSURANCE_OPERATIONS.

Archetype Content

Team
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OD-019 — Interdepartmental Coordination Review

Estimated completion time: 45–90 minutes per coordination cycle (weekly or per material work-item batch)

Provided for general informational and operational purposes as part of the Finance Insurance Operations archetype library. Does not constitute a certified safety program. Verify all

regulatory references and equipment-specific tolerances with a qualified engineer or safety professional before implementation.

1. Purpose

This procedure aligns Operations with the other departments touching the same work items — Sales/Distribution, Compliance, IT,

Underwriting/Credit, and Customer Service — so that account openings, applications, claims, transactions, and servicing requests move through

shared queues without duplicate handling, data mismatch, or missed regulatory handoffs. It ensures each department confirms ownership, status,

and dependencies for in-flight work.

2. Scope

Covers the recurring cross-department review of shared work items, dependency mapping, handoff confirmation, and open-item resolution for

Operations-owned processing queues at a financial or insurance operation. Excludes the internal quality-control conformance testing of individual

work items and any department-specific procedure authored in another module; this module provides only the OD cross-department coordination

overview and references other scopes by module ID at most.

3. Responsibilities

Operations Coordination Lead — convenes the review, maintains the shared work-item register, confirms handoff status, and owns escalation of

unresolved items.

Operations Processing Supervisor — verifies queue volumes, aging, and staffing against committed turnaround; approves rework or

reassignment.

Departmental Liaison (one per touching department) — represents Compliance, IT, Sales/Distribution, Underwriting/Credit, or Customer Service;

confirms dependencies and commits action dates.

4. Required PPE & Lockout/Tagout

Standard facility PPE; none beyond standard office/workstation ergonomics.

Not applicable — no hazardous energy involved. Information-security controls apply instead: authenticated access to shared systems and

locked/logged-off unattended workstations.

5. Regulatory References

Gramm-Leach-Bliley Act, Safeguards Rule (16 CFR Part 314) — interagency handling and protection of nonpublic personal/customer information

across departments.
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Bank Secrecy Act / Anti-Money Laundering recordkeeping and reporting obligations (31 CFR Chapter X) — cross-department escalation and

information-sharing for flagged items.

Federal recordkeeping and audit-trail expectations applicable to regulated financial and insurance entities (e.g., SEC 17 CFR 240.17a-4 for

broker-dealers; state insurance record-retention statutes for carriers/agencies) — retain coordination records per applicable regime.

Note: confirm applicability of sector-specific standards and any state-plan equivalents for this facility before customer-facing release.

6. Process Flow

OD-019 PROCESS FLOW

Compile shared

work-item

register

1 Confirm

department

ownership &

2

Reconcile status

and aging

3 Resolve or

escalate open

items

4 Document

decisions and

close out

5

7. Step-by-Step Procedure

1. Pull the current shared work-item register from the processing/workflow system for the review period, including item ID, stage, owning

queue, aging, and last touchpoint.

2. Confirm each touching department has a named liaison present or has submitted status; note absences for escalation.

3. Walk each item or item batch and confirm current owner — verify no item sits in two queues or is orphaned between departments.

4. Reconcile status discrepancies (e.g., Operations shows "pending underwriting," Underwriting shows "returned") and identify the

authoritative record.

5. Map dependencies and commit action owners and dates for each open item; flag any item requiring Compliance or privacy review before it

advances.

6. Verify data-handoff integrity — that nonpublic customer information transferred between departments used approved, access-controlled

channels per the Safeguards Rule.

7. Classify any issue found using Section 8 and route accordingly; confirm turnaround commitments against committed service levels.

8. Document the register state, decisions, action owners, dates, and any escalations in the coordination log and distribute to all liaisons.

8. Decision Tree
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OD-019 ·  OPERATIONS ·  F INANCE INSURANCE OPERATIONS

Decision Tree — Interdepartmental Coordination Review

START — THIS PROCEDURE ALIGNS OPERATIONS WITH THE OTHER DEPARTMENTS TOUCHING THE SAME WORK ITEMS —

SALES/DISTRIBUTION, COMPLIANCE, IT, UNDERWRITING/CREDIT, AND CUSTOMER SERVICE — SO THAT ACCOUNT …

Issue identified

during this

procedure?

NO

Complete the checklist and close out the

procedure

END — NO FINDING, ACTIVITY CONTINUES

YES

Classify severity

Assign the highest severity that applies — not the first that matches.

MINOR

DEFINITION

no safety, compliance, or service impact

ACTION

log it in the coordination register with

an owner and next-review date and

continue

ESCALATE TO

No escalation — handled at task level

Timing: resolve in the moment; work proceeds

MAJOR

DEFINITION

material risk to compliance, output, or

service — not an immediate hazard

ACTION

hold the affected work item(s) in queue,

escalate to the Operations Coordination

Lead and the relevant Departmental

Liaison, and resolve the ownership/data

discrepancy before the item advances

ESCALATE TO

Operations Coordination Lead and

Timing: resolve before the work proceeds

CRITICAL

DEFINITION

a shared item carrying unprotected

nonpublic customer information, a missed

regulatory reporting deadline (e.g.,

BSA/AML filing), or a work item lost

between departments past its committed

service/regulatory window

ACTION

immediately contain the item, notify the

Operations Processing Supervisor and

Compliance Liaison, and initiate

incident handling before any further

processing

ESCALATE TO

Supervisor

Timing: immediate — halts the activity

Record the finding, the action taken, and the verification

Close the item only once the corrective action is verified and the

record is complete.

ACTIVITY RELEASED / CLOSED

READING THIS TREE

No f inding

Activity stands. Complete the checklist and continue.

Minor

Handled in place at task level; no escalation.

Major

Supervisory decision required before the next stage.

Crit ical

Activity halts on the spot; escalation is immediate.
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9. Quality Checkpoints

Every shared work item has exactly one confirmed owning queue and no orphaned items.

All status discrepancies between departments reconciled to a single authoritative record.

All cross-department data handoffs confirmed to use approved, access-controlled channels.

Zero unresolved Critical findings.

10. Inspection Checklist

ITEM PASS / FAIL NOTES

Shared work-item register current and complete for period

All touching departments represented or status submitted

No item duplicated or orphaned across queues

Status discrepancies reconciled to authoritative record

Action owners and dates committed for all open items

Data handoffs verified via approved secure channels

Coordination log documented and distributed

11. KPIs

Orphaned/duplicate shared items after review: 0 per cycle.

Open items with a committed owner and date: 100%.

Cross-department items resolved within committed service window: ≥ 95%.

12. Supervisor Verification

Printed Name: ____________________ Signature: ____________________ Date: ______________

13. Revision History

VERSION DATE DESCRIPTION AUTHOR

1.0 2026-07-

27

Generated to the locked 3-page Free/$99 Standard standard for

FINANCE_INSURANCE_OPERATIONS.

Archetype Content

Team
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Phase 4 — Completion & customer handoff
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OD-020 — Job / Order Completion Verification

Estimated completion time: 20–45 minutes per work item (transaction, application, or case file)

Provided for general informational and operational purposes as part of the Finance Insurance Operations archetype library. Does not constitute a certified safety program. Verify all

regulatory references and equipment-specific tolerances with a qualified engineer or safety professional before implementation.

1. Purpose

To confirm that a processed job or order — an account transaction, policy issuance, application, claim, or servicing request — is complete to its

documented specification and free of open items before it is passed to release. This protects clients, satisfies audit and recordkeeping obligations,

and prevents downstream rework across the operation.

2. Scope

Covers verification that all required steps, data fields, authorizations, and supporting documentation for a completed work item are present and

internally consistent within the Operations Department. Excludes spec-conformance testing / final inspection, which is covered under QC-012, and

formal release to the client or system of record, which is covered under QC-013.

3. Responsibilities

Operations Processor — assembles the completed work item, self-checks against the order specification, and marks it ready for verification.

Operations Verification Reviewer — independently confirms completeness against the specification and this checklist; classifies and routes any

findings.

Operations Supervisor — owns escalation of Major/Critical findings, authorizes hold or reprocessing, and signs off on verification.

4. Required PPE & Lockout/Tagout

Standard facility PPE (none beyond office norms); ergonomic workstation practices apply.

Not applicable — no hazardous energy involved. Logical controls apply: role-based system access and screen-lock on unattended workstations.

5. Regulatory References

Bank Secrecy Act / AML recordkeeping (31 CFR Chapter X) — applicable to every member of the span as a financial institution or covered agent.

Gramm-Leach-Bliley Act, Safeguards & Privacy Rules (16 CFR Parts 313/314; 15 U.S.C. §6801 et seq.) — nonpublic personal information

handling.

Federal recordkeeping/retention obligations applicable to the member's function (e.g., SEC 17 CFR 240.17a-4 for securities members; state

insurance record-retention rules for carriers and agencies).

Internal Operations Quality & Records Management Policy where no single sector standard governs the verification step.
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Note: confirm applicability of sector-specific standards and any state-plan equivalents for this facility before customer-facing release.

6. Process Flow

OD-020 PROCESS FLOW

Intake of

completed work

item

1 Specification

match &

data-field check

2 Documentation &

authorization

completeness

3 Findings

classification /

routing

4 Sign-off and

hand-off to

QC-012/QC-013

5

7. Step-by-Step Procedure

1. Retrieve the completed work item and its governing order specification (product/service definition, client instructions, and applicable form

set) from the system of record.

2. Confirm the work item type and that the correct workflow was applied for that type (transaction, issuance, application, claim, or servicing

request).

3. Verify all mandatory data fields are populated, internally consistent, and match source documents; check identifiers (account/policy/case

number, client identity) for accuracy.

4. Confirm required authorizations, approvals, and dual-control signoffs are present per authority limits.

5. Verify supporting documentation and disclosures required by the specification are attached, legible, and current.

6. Confirm system hosting/processing artifacts (timestamps, batch/reference IDs from the processing platform) reconcile with the work

performed.

7. Classify any issue per Section 8; hold and route items that fail before continuing.

8. Record verification outcome, verifier ID, date/time, and findings in the work-item log; mark the item ready for final inspection (QC-012) only

when clean.

8. Decision Tree
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OD-020 ·  OPERATIONS ·  F INANCE INSURANCE OPERATIONS

Decision Tree — Job / Order Completion Verification

START — TO CONFIRM THAT A PROCESSED JOB OR ORDER — AN ACCOUNT TRANSACTION, POLICY ISSUANCE, APPLICATION, CLAIM,

OR SERVICING REQUEST — IS COMPLETE TO ITS DOCUMENTED SPECIFICATION AND FREE OF OPEN ITEMS BEFORE …

Issue identified

during this

procedure?

NO

Complete the checklist and close out the

procedure

END — NO FINDING, ACTIVITY CONTINUES

YES

Classify severity

Assign the highest severity that applies — not the first that matches.

MINOR

DEFINITION

no safety, compliance, or service impact

ACTION

log the discrepancy in the work-item

note, correct in-line if within

processor authority, and continue

ESCALATE TO

No escalation — handled at task level

Timing: resolve in the moment; work proceeds

MAJOR

DEFINITION

material risk to compliance, output, or

service — not an immediate hazard

ACTION

place the work item on hold in the

queue, escalate to the Operations

Supervisor named in Section 3, and

resolve/reprocess before the item

advances

ESCALATE TO

Operations Supervisor named in Se

Timing: resolve before the work proceeds

CRITICAL

DEFINITION

release of a work item with missing

authorization, misidentified client, or

unverified funds/coverage that would cause

financial loss, a privacy breach, or a

reportable regulatory violation

ACTION

immediately stop and quarantine the

item, notify the Operations Supervisor

and Compliance, and do not advance to

QC-012/QC-013 until cleared

ESCALATE TO

Supervisor

Timing: immediate — halts the activity

Record the finding, the action taken, and the verification

Close the item only once the corrective action is verified and the

record is complete.

ACTIVITY RELEASED / CLOSED

READING THIS TREE

No f inding

Activity stands. Complete the checklist and continue.

Minor

Handled in place at task level; no escalation.

Major

Supervisory decision required before the next stage.

Crit ical

Activity halts on the spot; escalation is immediate.
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9. Quality Checkpoints

Independent (four-eyes) verification performed by someone other than the processor.

Data fields and client identifiers reconcile to source documents.

All required authorizations and disclosures present and within authority limits.

Zero unresolved Critical findings.

10. Inspection Checklist

ITEM PASS / FAIL NOTES

Correct workflow applied for work-item type

All mandatory data fields populated and consistent

Client/account identifiers match source documents

Required authorizations / dual-control present

Supporting documentation & disclosures attached

Processing-platform reference IDs reconcile

Verification outcome logged with verifier ID

11. KPIs

First-pass verification accuracy ≥ 98%

Verification cycle time within SLA ≥ 95% of items

Unresolved Critical findings at hand-off = 0

12. Supervisor Verification

Printed Name: ____________________ Signature: ____________________ Date: ______________

13. Revision History

VERSION DATE DESCRIPTION AUTHOR

1.0 2026-07-

27

Generated to the locked 3-page Free/$99 Standard standard for

FINANCE_INSURANCE_OPERATIONS.

Archetype Content

Team
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OD-021 — Delivery / Service Turnover

Estimated completion time: 20–60 minutes per account or transaction package

Provided for general informational and operational purposes as part of the Finance Insurance Operations archetype library. Does not constitute a certified safety program. Verify all

regulatory references and equipment-specific tolerances with a qualified engineer or safety professional before implementation.

1. Purpose

This procedure governs the controlled release of a completed financial or insurance deliverable — a funded account, executed policy, settled trade,

disbursed benefit, or issued statement package — to the customer or the next servicing party. It ensures the finished work product is accurate,

authorized, and fully disclosed before it leaves Operations control.

2. Scope

Covers verification, authorization, packaging of the completed deliverable, and formal turnover to the customer or downstream servicer across all

lines (deposit, lending, policy, benefit, brokerage, and pension servicing). Excludes physical/electronic dispatch and transmission mechanics, which

are covered under SH-014, and capture of receipt confirmation, which is covered under SH-024.

3. Responsibilities

Operations Associate — assembles the completed deliverable, runs turnover verification against the account/transaction record, and prepares

required disclosures.

Operations Supervisor — authorizes release, resolves holds, and signs off on turnover for accounts above defined thresholds.

Compliance/Quality Reviewer — confirms disclosure completeness, data-privacy handling, and regulatory sufficiency prior to release.

4. Required PPE & Lockout/Tagout

Standard facility PPE (none beyond office norms); logical access controls, locked screens, and secure document handling for nonpublic personal

information.

Not applicable — no hazardous energy involved.

5. Regulatory References

Gramm-Leach-Bliley Act, Safeguards & Privacy Rules (15 U.S.C. §§6801–6809; 16 CFR Part 314) — protection and disclosure of nonpublic

personal information at customer turnover.

Bank Secrecy Act / 31 CFR Chapter X — customer identification and recordkeeping obligations applicable to financial institutions releasing

serviced product.

Federal recordkeeping/retention obligations applicable to the entity's charter (e.g., SEC Rule 17a-4 for securities firms; state insurance record-

retention rules for carriers/agencies; NCUA/FDIC record rules for depositories) — apply the regime that governs your line.
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Note: confirm applicability of sector-specific standards and any state-plan equivalents for this facility before customer-facing release.

6. Process Flow

OD-021 PROCESS FLOW

Retrieve

completed work

item

1

Verify accuracy

& authorization

2

Compliance/disclosure

review

3 Package

deliverable &

disclosures

4 Turnover to

customer/next

party and log

5

7. Step-by-Step Procedure

1. Retrieve the completed work item from the servicing queue and confirm it is flagged "ready for turnover" (funded, executed, settled, or

issued).

2. Reconcile the deliverable against the source record — account number, party name and identity verification, amounts, terms, effective

dates, and beneficiary/payee data.

3. Confirm all internal approvals and authorization thresholds are satisfied; obtain Operations Supervisor sign-off where the item exceeds

defined limits.

4. Route to the Compliance/Quality Reviewer to confirm required disclosures, notices, and privacy safeguards are complete and accurate for

the line of business.

5. Assemble the turnover package: the finished deliverable, required disclosures, and any customer instructions, ensuring nonpublic personal

information is masked or secured per GLBA.

6. Confirm the receiving party and delivery method are validated; hand off dispatch/transmission per SH-014.

7. Release the deliverable to the customer or next servicing party and mark the item "turned over" in the system of record.

8. Document the turnover: time, releasing associate, authorizations, disclosures provided, and any exceptions, retaining per applicable

retention schedule.

8. Decision Tree
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OD-021 ·  OPERATIONS ·  F INANCE INSURANCE OPERATIONS

Decision Tree — Delivery / Service Turnover

START — THIS PROCEDURE GOVERNS THE CONTROLLED RELEASE OF A COMPLETED FINANCIAL OR INSURANCE DELIVERABLE — A

FUNDED ACCOUNT, EXECUTED POLICY, SETTLED TRADE, DISBURSED BENEFIT, OR ISSUED STATEMENT PACKAGE — …

Issue identified

during this

procedure?

NO

Complete the checklist and close out the

procedure

END — NO FINDING, ACTIVITY CONTINUES

YES

Classify severity

Assign the highest severity that applies — not the first that matches.

MINOR

DEFINITION

no safety, compliance, or service impact

ACTION

log the discrepancy in the turnover

record, correct in-line, and continue

ESCALATE TO

No escalation — handled at task level

Timing: resolve in the moment; work proceeds

MAJOR

DEFINITION

material risk to compliance, output, or

service — not an immediate hazard

ACTION

place a hold on the affected turnover,

escalate to the Operations Supervisor,

and resolve before the deliverable

proceeds to release

ESCALATE TO

Operations Supervisor

Timing: resolve before the work proceeds

CRITICAL

DEFINITION

release of the wrong customer's data or

funds, or turnover of an

unauthorized/undisclosed deliverable

exposing the institution to privacy breach

or regulatory violation

ACTION

stop the release immediately, quarantine

the item, and notify the Operations

Supervisor and Compliance/Quality

Reviewer for breach assessment and

corrective action

ESCALATE TO

Supervisor

Timing: immediate — halts the activity

Record the finding, the action taken, and the verification

Close the item only once the corrective action is verified and the

record is complete.

ACTIVITY RELEASED / CLOSED

READING THIS TREE

No f inding

Activity stands. Complete the checklist and continue.

Minor

Handled in place at task level; no escalation.

Major

Supervisory decision required before the next stage.

Crit ical

Activity halts on the spot; escalation is immediate.
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9. Quality Checkpoints

Deliverable data fully reconciled to the source record before packaging.

All authorizations and threshold approvals present and documented.

Required disclosures and privacy safeguards confirmed by Compliance/Quality Reviewer.

Zero unresolved Critical findings.

10. Inspection Checklist

ITEM PASS / FAIL NOTES

Work item flagged "ready for turnover"

Party identity and account data verified

Amounts, terms, and effective dates reconciled

Authorization/threshold sign-offs present

Required disclosures complete and accurate

NPI masked/secured per GLBA

Turnover logged in system of record

11. KPIs

Turnover accuracy rate ≥ 99.5% (deliverables released without rework).

Disclosure completeness at release = 100%.

Turnovers completed within SLA ≥ 98%.

12. Supervisor Verification

Printed Name: ____________________ Signature: ____________________ Date: ______________

13. Revision History

VERSION DATE DESCRIPTION AUTHOR

1.0 2026-07-

27

Generated to the locked 3-page Free/$99 Standard standard for

FINANCE_INSURANCE_OPERATIONS.

Archetype Content

Team
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OD-022 — Customer Communication & Status Notification

Estimated completion time: 10–30 minutes per customer touchpoint; ongoing across the life of an account, claim, application, or transaction

file.

Provided for general informational and operational purposes as part of the Finance Insurance Operations archetype library. Does not constitute a certified safety program. Verify all

regulatory references and equipment-specific tolerances with a qualified engineer or safety professional before implementation.

1. Purpose

To provide a consistent, auditable method for keeping customers informed of the status, changes, and completion of their accounts, applications,

claims, or transactions, so that disclosures are accurate, timely, and delivered through consented channels. This protects the customer relationship

and demonstrates the institution's duty of fair, non-deceptive communication.

2. Scope

Covers all outbound status, change, and completion notifications to customers or their authorized representatives across the account, application,

claim, or transaction lifecycle at a Finance Insurance Operations business. Excludes complaint intake, which is covered under OD-023, and quality

complaint investigation, which is covered under QC-021.

3. Responsibilities

Operations Associate — Drafts and issues status, change, and completion notifications from the system of record; verifies recipient identity and

consented channel; logs each communication.

Operations Supervisor — Reviews notifications flagged for material change or adverse action; approves exception messaging; owns escalation

of Major and Critical findings.

Compliance Liaison — Confirms disclosure language, required timing, and consent basis conform to policy and applicable regulation before

customer-facing release; maintains the approved template library.

4. Required PPE & Lockout/Tagout

Standard facility PPE (none beyond office norms); secure workstation with screen-privacy controls where customer PII/PHI is displayed.

Not applicable — no hazardous energy involved. Logical "lockout" equivalent: restrict access to the notification queue and system of record to

authorized, authenticated users only.

5. Regulatory References

Gramm-Leach-Bliley Act (15 U.S.C. §§ 6801–6809) and its Privacy Rule / Safeguards Rule — governs privacy of customer financial information

and the content/handling of customer communications for financial institutions across the span.
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FTC Act §5 / prohibition on unfair or deceptive acts or practices (and the parallel UDAAP standard under 12 U.S.C. §5531 for covered persons) —

governs accuracy and non-deception of all customer status communications.

Telephone Consumer Protection Act (47 U.S.C. §227) and CAN-SPAM Act (15 U.S.C. §§ 7701–7713) — govern consent and opt-out for telephone,

text, and email notification channels.

E-SIGN Act (15 U.S.C. §§ 7001–7006) — governs electronic delivery and consent for electronic records and notifications.

Member-specific examples only (not the governing frame): e.g., HIPAA notification rules for health carriers; SEC/FINRA customer-communication

rules for securities members; state insurance and banking notice statutes.

Note: confirm applicability of sector-specific standards and any state-plan equivalents for this facility before customer-facing release.

6. Process Flow

OD-022 PROCESS FLOW

Event trigger

identified

(status change /

1 Verify recipient

identity &

consented

2 Select and

populate

approved

3

Compliance/Supervisor

review where

4 Issue

notification and

log in system of

5

7. Step-by-Step Procedure

1. Confirm the trigger event in the system of record (e.g., application decision, claim status change, transaction settlement, account update)

and confirm it is eligible for customer notification.

2. Verify the recipient's identity and authorized-representative status; confirm the consented channel(s) on file (mail, secure message, email,

phone, text) and any opt-out flags.

3. Select the correct approved template for the event type; do not free-draft regulated disclosures or adverse-action language.

4. Populate the template with accurate, current data pulled directly from the system of record; verify amounts, dates, reference numbers, and

next-step instructions.

5. Where the notification involves a material change, adverse action, or time-sensitive deadline, route to the Operations Supervisor and

Compliance Liaison for review before release.

6. Issue the notification through the consented channel within the applicable timing requirement; suppress channels the customer has opted

out of.

7. Confirm delivery/receipt where the channel supports it (e.g., delivery receipt, portal read-status, returned mail handling).

8. Document the communication in the system of record: date/time, channel, template ID, recipient, sender, and delivery status. Retain per the

retention schedule.

8. Decision Tree

Operations Department SOP · FINANCE_INSURANCE_OPERATIONS · Rev 1.0 · Free tier Page 94 of 132



OD-022 ·  OPERATIONS ·  F INANCE INSURANCE OPERATIONS

Decision Tree — Customer Communication & Status Notification

START — TO PROVIDE A CONSISTENT, AUDITABLE METHOD FOR KEEPING CUSTOMERS INFORMED OF THE STATUS, CHANGES, AND

COMPLETION OF THEIR ACCOUNTS, APPLICATIONS, CLAIMS, OR TRANSACTIONS, SO THAT DISCLOSURES ARE …

Issue identified

during this

procedure?

NO

Complete the checklist and close out the

procedure

END — NO FINDING, ACTIVITY CONTINUES

YES

Classify severity

Assign the highest severity that applies — not the first that matches.

MINOR

DEFINITION

no safety, compliance, or service impact —

e.g., cosmetic template typo not affecting

meaning

ACTION

Correct the notification, log the

correction, and continue

ESCALATE TO

No escalation — handled at task level

Timing: resolve in the moment; work proceeds

MAJOR

DEFINITION

material risk to compliance, output, or

service — e.g., wrong figure, missing

required disclosure, or sent through a

non-consented channel

ACTION

Hold the affected notification

(retract/recall where possible),

escalate to the Operations Supervisor

and Compliance Liaison, and correct

before any further customer-facing

release

ESCALATE TO

Operations Supervisor and Complia

Timing: resolve before the work proceeds

CRITICAL

DEFINITION

a notification containing another

customer's PII/PHI, a materially false

status, or an omitted legally required

adverse-action/deadline notice has been

released

ACTION

Immediately halt outbound notifications

on the affected queue, notify the

Operations Supervisor and Compliance

Liaison at once for breach/misdisclosure

assessment and corrective/curative

notice; do not resume until cleared

ESCALATE TO

Supervisor

Timing: immediate — halts the activity

Record the finding, the action taken, and the verification

Close the item only once the corrective action is verified and the

record is complete.

ACTIVITY RELEASED / CLOSED

READING THIS TREE

No f inding

Activity stands. Complete the checklist and continue.

Minor

Handled in place at task level; no escalation.

Major

Supervisory decision required before the next stage.

Crit ical

Activity halts on the spot; escalation is immediate.

Operations Department SOP · FINANCE_INSURANCE_OPERATIONS · Rev 1.0 · Free tier Page 95 of 132



9. Quality Checkpoints

Recipient identity, authorized-representative status, and consented channel verified before send.

Data in the notification reconciles to the system of record (amounts, dates, reference numbers).

Required disclosures and timing confirmed for material-change / adverse-action notifications.

Zero unresolved Critical findings.

10. Inspection Checklist

ITEM PASS / FAIL NOTES

Trigger event confirmed and eligible for notification

Recipient identity and consented channel verified

Approved template used; no unauthorized free-drafting

Notification data reconciles to system of record

Supervisor/Compliance review completed where required

Notification issued within applicable timing requirement

Communication logged with channel, template ID, and delivery status

11. KPIs

On-time notification rate (issued within required/target window): ≥ 98%.

Notification accuracy (no material data or disclosure defect on audit): ≥ 99.5%.

Consented-channel compliance (zero sends to opted-out or non-consented channels): 100%.

12. Supervisor Verification

Printed Name: ____________________ Signature: ____________________ Date: ______________

13. Revision History

VERSION DATE DESCRIPTION AUTHOR

1.0 2026-07-

27

Generated to the locked 3-page Free/$99 Standard standard for

FINANCE_INSURANCE_OPERATIONS.

Archetype Content

Team
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OD-023 — Customer Feedback & Complaint Intake

Estimated completion time: 15–30 minutes per intake record

Provided for general informational and operational purposes as part of the Finance Insurance Operations archetype library. Does not constitute a certified safety program. Verify all

regulatory references and equipment-specific tolerances with a qualified engineer or safety professional before implementation.

1. Purpose

This procedure standardizes how the Operations team receives, records, categorizes, and routes customer feedback and complaints across all

intake channels, so that every contact is captured accurately, acknowledged within policy timeframes, and delivered to the correct owning function

for resolution.

2. Scope

Covers intake of customer feedback and complaints (phone, email, secure message, written correspondence, and in-person) — logging,

classification, acknowledgment, and routing to the responsible function. Excludes root-cause investigation of complaints, which is covered under

QC-021, and corrective action, which is covered under QC-019.

3. Responsibilities

Intake Representative — receives the contact, captures required fields, classifies feedback vs. complaint, and creates the record in the

complaint management system within the same business day.

Operations Supervisor — verifies record completeness and classification, confirms correct routing, and monitors acknowledgment and routing

SLAs.

Compliance Liaison — reviews records flagged as regulatory or reportable and confirms handling against applicable reporting obligations.

4. Required PPE & Lockout/Tagout

Standard facility PPE; not applicable to this administrative intake task. Confidentiality and clean-desk handling of nonpublic customer

information required.

Not applicable — no hazardous energy involved.

5. Regulatory References

Gramm-Leach-Bliley Act (15 U.S.C. §6801 et seq.) — Safeguards and Privacy of consumer financial information captured during intake.

Consumer Financial Protection Bureau supervisory expectations for complaint handling and response (12 CFR Part 1080; applicable to

institutions and their service providers).

Unfair, Deceptive, or Abusive Acts or Practices standards (Dodd-Frank Act §1031/§1036) governing customer communications and complaint

response.
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Applicable state consumer-protection and unfair-trade-practice statutes and, where applicable, functional-regulator complaint rules (e.g., state

insurance department complaint records for insurance carriers/agencies; SEC/FINRA customer-complaint recordkeeping for securities firms).

Note: confirm applicability of sector-specific standards and any state-plan equivalents for this facility before customer-facing release.

6. Process Flow

OD-023 PROCESS FLOW

Receive contact

1 Verify identity

& capture

details

2 Classify

(feedback vs.

complaint) &

3 Log in complaint

management

system &

4 Route to owning

function &

confirm hand-off

5

7. Step-by-Step Procedure

1. Receive the contact through any authorized channel and confirm you are speaking with or corresponding with the customer or their

authorized representative; do not disclose account details until identity is verified per institution authentication policy.

2. Capture required fields: customer/account identifier, contact date/time and channel, product or service line, description in the customer's

own words, and any dates, amounts, or documents referenced.

3. Determine whether the contact is general feedback or a complaint (an expression of dissatisfaction requiring response or remediation); do

not investigate or promise an outcome.

4. Assign a severity classification (Section 8) and flag any potential regulatory or reportable characteristics for Compliance Liaison review.

5. Create the record in the complaint management system, running on hosted/data-processing infrastructure (NAICS 518210); assign a unique

tracking ID and attach any supporting documents.

6. Acknowledge receipt to the customer within institution policy timeframe, providing the tracking ID and expected next-contact window

without committing to a resolution.

7. Route the record to the correct owning function (e.g., servicing, claims, dispute resolution) and confirm the receiving owner has accepted

the hand-off.

8. Complete the intake record and Inspection Checklist; note routing owner, timestamps, and any compliance flags for the audit trail.

8. Decision Tree
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OD-023 ·  OPERATIONS ·  F INANCE INSURANCE OPERATIONS

Decision Tree — Customer Feedback & Complaint Intake

START — THIS PROCEDURE STANDARDIZES HOW THE OPERATIONS TEAM RECEIVES, RECORDS, CATEGORIZES, AND ROUTES CUSTOMER

FEEDBACK AND COMPLAINTS ACROSS ALL INTAKE CHANNELS, SO THAT EVERY CONTACT IS CAPTURED ACCURATELY …

Issue identified

during this

procedure?

NO

Complete the checklist and close out the

procedure

END — NO FINDING, ACTIVITY CONTINUES

YES

Classify severity

Assign the highest severity that applies — not the first that matches.

MINOR

DEFINITION

no safety, compliance, or service impact

ACTION

Log the discrepancy in the record,

correct the field, and continue routing

normally

ESCALATE TO

No escalation — handled at task level

Timing: resolve in the moment; work proceeds

MAJOR

DEFINITION

material risk to compliance, output, or

service — not an immediate hazard

ACTION

Place the record on hold before routing,

escalate to the Operations Supervisor,

and correct classification/completeness

before the record proceeds

ESCALATE TO

Operations Supervisor

Timing: resolve before the work proceeds

CRITICAL

DEFINITION

a complaint alleging fraud,

misappropriation of customer funds,

discrimination, data breach of nonpublic

personal information, or a reportable

event with regulatory deadlines

ACTION

Contain the record immediately, notify

the Compliance Liaison and Operations

Supervisor the same day, and do not

route through standard channels until

compliance handling is confirmed

ESCALATE TO

Supervisor

Timing: immediate — halts the activity

Record the finding, the action taken, and the verification

Close the item only once the corrective action is verified and the

record is complete.

ACTIVITY RELEASED / CLOSED

READING THIS TREE

No f inding

Activity stands. Complete the checklist and continue.

Minor

Handled in place at task level; no escalation.

Major

Supervisory decision required before the next stage.

Crit ical

Activity halts on the spot; escalation is immediate.
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9. Quality Checkpoints

All required intake fields captured and identity verification confirmed before record creation.

Feedback vs. complaint classification and severity match the customer's stated concern.

Customer acknowledgment sent within policy timeframe with a valid tracking ID.

Zero unresolved Critical findings.

10. Inspection Checklist

ITEM PASS / FAIL NOTES

Customer/authorized-rep identity verified per policy

All required intake fields complete and legible

Feedback vs. complaint classified correctly

Severity assigned and regulatory flags reviewed

Record created in system with unique tracking ID

Acknowledgment sent within policy timeframe

Routed to correct owning function with hand-off confirmed

11. KPIs

Same-business-day record creation rate ≥ 98%.

Customer acknowledgment within policy timeframe ≥ 95%.

Routing accuracy (records not re-routed for misclassification) ≥ 97%.

12. Supervisor Verification

Printed Name: ____________________ Signature: ____________________ Date: ______________

13. Revision History

VERSION DATE DESCRIPTION AUTHOR

1.0 2026-07-

27

Generated to the locked 3-page Free/$99 Standard standard for

FINANCE_INSURANCE_OPERATIONS.

Archetype Content

Team

Operations Department SOP · FINANCE_INSURANCE_OPERATIONS · Rev 1.0 · Free tier Page 100 of 132



Phase 5 — Oversight & continuity
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OD-024 — Operational Incident Reporting & Response

Estimated completion time: 30–90 minutes per incident (initial report and classification); investigation and closure may extend to several

business days depending on severity.

Provided for general informational and operational purposes as part of the Finance Insurance Operations archetype library. Does not constitute a certified safety program. Verify all

regulatory references and equipment-specific tolerances with a qualified engineer or safety professional before implementation.

1. Purpose

To establish a consistent method for recording, classifying, and responding to operational incidents and near-misses — such as transaction

processing errors, data-entry failures, service outages, control breakdowns, and misdirected client communications — so that root causes are

identified, regulatory reporting obligations are met, and client and institutional exposure is contained.

2. Scope

Covers reporting, triage, severity classification, escalation, and closure of operational incidents and near-misses affecting account servicing,

transaction processing, records handling, and customer-facing service delivery across the operation. Excludes workplace safety incident reporting,

which is covered under SD-018, and equipment breakdown response, which is covered under MD-009.

3. Responsibilities

Operations Associate — Detects and reports incidents and near-misses at first observation; contains affected work items; captures initial facts in

the incident log.

Operations Supervisor — Classifies severity, assigns investigation ownership, authorizes containment or holds on affected processing, and

confirms closure.

Compliance/Risk Officer — Determines regulatory and client-notification obligations, reviews Major and Critical incidents, and maintains the

incident register for audit.

4. Required PPE & Lockout/Tagout

Standard facility PPE — none beyond normal office requirements; incident handling is administrative and screen-based.

Not applicable — no hazardous energy involved. Where an incident implicates a data-processing or IT-hardware failure, hand off the physical

component to MD-009 and continue the operational-response steps here.

5. Regulatory References

Bank Secrecy Act / 31 CFR Chapter X — suspicious activity and reporting obligations applicable to financial-service operators.

Gramm-Leach-Bliley Act (15 U.S.C. §6801 et seq.) and the FTC Safeguards Rule (16 CFR Part 314) — safeguarding of nonpublic personal

information; incidents involving customer records trigger response duties.
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State data-breach notification statutes (all 50 states) — notification obligations where an incident exposes personal information.

Internal Operational Risk & Incident Management Policy — governs classification thresholds and escalation where no sector-specific rule applies.

Note: confirm applicability of sector-specific standards and any state-plan equivalents for this facility before customer-facing release.

6. Process Flow

OD-024 PROCESS FLOW

Detect & report

incident/near-miss

1

Contain affected

work & log facts

2
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3

Investigate &

respond

4 Document,
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close out

5

7. Step-by-Step Procedure

1. Upon observing an incident or near-miss (e.g., a posting error, duplicate transaction, misrouted statement, or system access anomaly), stop

work on the affected item and note the time, systems, and records involved.

2. Open an entry in the incident log; assign a unique incident ID and record the reporting associate, date/time, and a factual description

without speculation.

3. Contain the affected work: place a hold on the transaction, account, batch, or record in question so it does not advance to settlement,

disbursement, or client delivery.

4. Notify the Operations Supervisor and provide the log entry and any supporting screenshots or documents.

5. Classify severity per Section 8; the Supervisor confirms the classification and, for Major or Critical, escalates to the Compliance/Risk Officer.

6. Conduct the response: identify root cause, correct the affected records or transactions, and confirm no adjacent items were impacted.

7. Determine notification obligations — client notice, regulatory report, or breach notification — and complete them within required

timeframes.

8. Document the resolution, root cause, corrective actions, and closure approval in the incident register and retain per the applicable retention

schedule.

8. Decision Tree

Operations Department SOP · FINANCE_INSURANCE_OPERATIONS · Rev 1.0 · Free tier Page 103 of 132



OD-024 ·  OPERATIONS ·  F INANCE INSURANCE OPERATIONS

Decision Tree — Operational Incident Reporting & Response

START — TO ESTABLISH A CONSISTENT METHOD FOR RECORDING, CLASSIFYING, AND RESPONDING TO OPERATIONAL INCIDENTS AND

NEAR-MISSES — SUCH AS TRANSACTION PROCESSING ERRORS, DATA-ENTRY FAILURES, SERVICE OUTAGES, CONTROL …

Issue identified

during this

procedure?

NO

Complete the checklist and close out the

procedure

END — NO FINDING, ACTIVITY CONTINUES

YES

Classify severity

Assign the highest severity that applies — not the first that matches.

MINOR

DEFINITION

no safety, compliance, or service impact

ACTION

Log the incident/near-miss in the

register, apply the correction, and

continue processing; note trend for

periodic review

ESCALATE TO

No escalation — handled at task level

Timing: resolve in the moment; work proceeds

MAJOR

DEFINITION

material risk to safety, compliance,

output, or service — not an immediate

hazard

ACTION

Place a hold on the affected

transactions, accounts, or records;

escalate to the Operations Supervisor

and Compliance/Risk Officer; resolve and

confirm corrective action before the

affected work proceeds to settlement or

client delivery

ESCALATE TO

Operations Supervisor and Complia

Timing: resolve before the work proceeds

CRITICAL

DEFINITION

a confirmed loss, unauthorized

disbursement, or exposure of nonpublic

customer financial information affecting

clients or triggering a mandatory

regulatory report

ACTION

Immediately halt all affected

processing, secure the records, and

notify the Operations Supervisor and

Compliance/Risk Officer at once;

initiate breach/regulatory notification

procedures and senior-management

escalation within required timeframes

ESCALATE TO

Supervisor

Timing: immediate — halts the activity

Record the finding, the action taken, and the verification

Close the item only once the corrective action is verified and the

record is complete.

ACTIVITY RELEASED / CLOSED

READING THIS TREE

No f inding

Activity stands. Complete the checklist and continue.

Minor

Handled in place at task level; no escalation.

Major

Supervisory decision required before the next stage.

Crit ical

Activity halts on the spot; escalation is immediate.
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9. Quality Checkpoints

Every incident and near-miss has a unique ID and a complete, factual log entry within one business day of detection.

Severity classification is confirmed by the Operations Supervisor and, for Major/Critical, reviewed by the Compliance/Risk Officer.

Notification obligations (client, regulatory, breach) are assessed and documented for every Major and Critical incident.

Zero unresolved Critical findings.

10. Inspection Checklist

ITEM PASS / FAIL NOTES

Incident/near-miss logged with unique ID and timestamp

Affected transactions/records placed on hold or contained

Severity classified and confirmed by Supervisor

Root cause identified and corrective action recorded

Notification obligations assessed and documented

Compliance/Risk Officer reviewed (Major/Critical)

Closure approved and entry retained per schedule

11. KPIs

Incidents logged within one business day of detection — ≥ 98%

Major/Critical incidents escalated to Compliance/Risk within required timeframe — 100%

Recurrence rate of same-root-cause incidents within 90 days — ≤ 5%

12. Supervisor Verification

Printed Name: ____________________ Signature: ____________________ Date: ______________

13. Revision History

VERSION DATE DESCRIPTION AUTHOR

1.0 2026-07-

27

Generated to the locked 3-page Free/$99 Standard standard for

FINANCE_INSURANCE_OPERATIONS.

Archetype Content

Team
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OD-025 — Emergency & Business Continuity Readiness Check

Estimated completion time: 3–5 hours per business unit reviewed

Provided for general informational and operational purposes as part of the Finance Insurance Operations archetype library. Does not constitute a certified safety program. Verify all

regulatory references and equipment-specific tolerances with a qualified engineer or safety professional before implementation.

1. Purpose

This procedure verifies that the operation can maintain, suspend safely, and resume critical financial and insurance service functions during a

disruption, confirming that continuity plans, recovery targets, and dependency records are current, tested, and actionable so that customer

obligations and regulatory reporting continue to be met.

2. Scope

Covers the readiness verification of business continuity and disaster-recovery plans, critical process inventories, recovery objectives, alternate-

site/remote-work provisions, and third-party dependency confirmation for Operations-managed service lines. Excludes emergency response drills

and evacuation exercises (see SD-015, SD-016) and backup power system testing (see ED-027); this module references those areas only where a

hand-off must be confirmed.

3. Responsibilities

Operations Continuity Coordinator — owns the readiness check, schedules the review, and consolidates findings into the continuity register.

Operations Supervisor — validates that critical process inventories and recovery objectives reflect current workload and staffing, and approves

closure.

Compliance / Risk Officer — confirms regulatory notification and record-retention obligations are captured and signs off on residual risk.

4. Required PPE & Lockout/Tagout

Standard facility PPE only; this is an administrative verification task performed at a workstation.

Not applicable — no hazardous energy involved.

5. Regulatory References

- Applicable to every member of the span through their prudential/functional regulators' continuity and operational-resilience expectations, e.g.,

interagency guidance on business continuity management (FFIEC BCM Booklet) for depository and credit institutions; SEC Regulation SCI and FINRA

Rule 4370 (Business Continuity Plans) for securities and brokerage members; and state insurance department continuity/ORSA requirements under

the NAIC framework for insurance carriers and agencies. - Sarbanes-Oxley Act §404 internal-control provisions where the entity is a public filer;

Gramm-Leach-Bliley Act Safeguards Rule (16 CFR Part 314) requiring a written information security program addressing service continuity for
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financial institutions. Note: confirm applicability of sector-specific standards and any state-plan equivalents for this facility before customer-facing

release.

6. Process Flow

OD-025 PROCESS FLOW

Assemble current
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1 Verify critical

process
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2 Test dependency
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5

7. Step-by-Step Procedure

1. Retrieve the current Business Continuity Plan, Disaster Recovery Plan, and critical process inventory from the continuity register; confirm the

last-approved date is within the review cycle.

2. Verify the critical process inventory lists each customer-facing and regulatory-reporting function with an assigned RTO and RPO; flag any

process added since last review that is missing an entry.

3. Confirm contact trees, delegation-of-authority chains, and alternate-approver assignments are populated with current personnel and

reachable numbers.

4. Verify data and hosting recovery arrangements with the primary data-processing/hosting provider, confirming replication status and last

successful restore evidence; confirm backup-power dependency is validated per ED-027 (do not re-test here).

5. Confirm alternate-operations provisions — remote-access capacity, alternate-site seating, and manual workaround procedures — are

documented and that access credentials are provisioned and current.

6. Verify third-party critical-service dependencies (computer hardware, peripheral supply, and hosting vendors) have current continuity

attestations on file and defined escalation contacts.

7. Classify any deficiency using Section 8, record it in the continuity register with an owner and due date, and confirm regulatory notification

triggers are documented with the Compliance / Risk Officer.

8. Compile the completed Inspection Checklist and readiness summary, and route to the Operations Supervisor for verification and sign-off.

8. Decision Tree
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OD-025 ·  OPERATIONS ·  F INANCE INSURANCE OPERATIONS

Decision Tree — Emergency & Business Continuity Readiness Check

START — THIS PROCEDURE VERIFIES THAT THE OPERATION CAN MAINTAIN, SUSPEND SAFELY, AND RESUME CRITICAL FINANCIAL

AND INSURANCE SERVICE FUNCTIONS DURING A DISRUPTION, CONFIRMING THAT CONTINUITY PLANS, RECOVERY …

Issue identified

during this

procedure?

NO

Complete the checklist and close out the

procedure

END — NO FINDING, ACTIVITY CONTINUES

YES

Classify severity

Assign the highest severity that applies — not the first that matches.

MINOR

DEFINITION

no safety, compliance, or service impact

ACTION

log it in the continuity register with a

corrective owner and continue the review

ESCALATE TO

No escalation — handled at task level

Timing: resolve in the moment; work proceeds

MAJOR

DEFINITION

material risk to compliance, output, or

service — not an immediate hazard

ACTION

hold sign-off on the affected process,

escalate to the Operations Supervisor,

and resolve the gap before the readiness

check is closed

ESCALATE TO

Operations Supervisor

Timing: resolve before the work proceeds

CRITICAL

DEFINITION

a critical customer-facing or

regulatory-reporting function has no

viable recovery path (no tested restore,

expired alternate-site provision, or

unrecoverable RTO)

ACTION

immediately notify the Operations

Supervisor and Compliance / Risk

Officer, initiate an interim continuity

workaround, and record the exposure for

regulatory-notification assessment

before any customer-facing release

ESCALATE TO

Supervisor

Timing: immediate — halts the activity

Record the finding, the action taken, and the verification

Close the item only once the corrective action is verified and the

record is complete.

ACTIVITY RELEASED / CLOSED

READING THIS TREE

No f inding

Activity stands. Complete the checklist and continue.

Minor

Handled in place at task level; no escalation.

Major

Supervisory decision required before the next stage.

Crit ical

Activity halts on the spot; escalation is immediate.
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9. Quality Checkpoints

Every critical process has a documented, in-tolerance RTO and RPO.

Recovery arrangements show evidence of a successful restore within the review cycle.

All contact trees and delegation chains are verified against current personnel records.

Zero unresolved Critical findings.

10. Inspection Checklist

ITEM PASS / FAIL NOTES

BCP/DRP within approved review cycle

Critical process inventory complete with RTO/RPO

Contact trees and alternate approvers current

Data/hosting restore evidence on file

Alternate-operations & remote access provisioned

Third-party continuity attestations current

Regulatory notification triggers documented

11. KPIs

Critical processes with tested recovery path: 100%.

Continuity documentation reviewed within cycle: ≥ 98% on schedule.

Open Major/Critical readiness gaps at close: 0.

12. Supervisor Verification

Printed Name: ____________________ Signature: ____________________ Date: ______________

13. Revision History

VERSION DATE DESCRIPTION AUTHOR

1.0 2026-07-

27

Generated to the locked 3-page Free/$99 Standard standard for

FINANCE_INSURANCE_OPERATIONS.

Archetype Content

Team
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OD-026 — Regulatory, License & Permit Currency Verification

Estimated completion time: 2–4 hours per verification cycle (per legal entity / registered branch)

Provided for general informational and operational purposes as part of the Finance Insurance Operations archetype library. Does not constitute a certified safety program. Verify all

regulatory references and equipment-specific tolerances with a qualified engineer or safety professional before implementation.

1. Purpose

To confirm that all operating licenses, charters, registrations, and permits authorizing the firm and its licensed personnel to conduct financial-

services or insurance business remain current, unexpired, and valid across every jurisdiction in which the entity operates — preventing

unauthorized activity, lapsed authority, and enforcement exposure.

2. Scope

Covers currency verification of entity-level and individual-level authorizations (charters, banking/insurance licenses, broker-dealer and investment-

adviser registrations, producer/agency licenses, and jurisdictional operating permits) and the tracking of their renewal cycles. Excludes safety

regulatory compliance, which is covered under SD-028, and permit-to-work controls, which are covered under MD-007.

3. Responsibilities

Operations Compliance Analyst — pulls the license register, verifies each item against the issuing authority's system of record, and documents

status.

Licensing Coordinator — maintains the master license/registration inventory, tracks renewal dates, and initiates renewals before expiry.

Operations Compliance Manager — reviews findings, approves close-out, and authorizes escalation of lapsed or at-risk authorizations.

4. Required PPE & Lockout/Tagout

Standard facility PPE (none beyond office norms; secure workstation with access controls for handling regulator credentials and NPI).

Not applicable — no hazardous energy involved.

5. Regulatory References

Bank Secrecy Act / AML program requirements, 31 U.S.C. §5318(h) and 31 CFR Chapter X — require every covered financial institution to

maintain a compliant, authorized operating program.

USA PATRIOT Act §326 customer/entity identification and verification obligations (applicable to all covered financial institutions).

Applicable state or federal chartering/licensing authority requirements (e.g., FinCEN registration, state banking/insurance departments,

FINRA/SEC or NAIC-model producer licensing regimes) — the governing frame is "the authority that charters or licenses the entity."

Internal Regulatory Register & Licensing Policy (entity governance standard) where no single external standard spans all members.
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Note: confirm applicability of sector-specific standards and any state-plan equivalents for this facility before customer-facing release.

6. Process Flow

OD-026 PROCESS FLOW
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5

7. Step-by-Step Procedure

1. Retrieve the master license/registration inventory from the compliance system of record (hosted per 518210 data-processing provider) and

confirm it reflects all legal entities, registered branches, and licensed individuals.

2. For each entity-level authorization (charter, banking/insurance license, broker-dealer or adviser registration), confirm the license number,

issuing authority, jurisdiction, and effective/expiration dates.

3. Verify current status directly against the issuing authority's system of record or public registry (e.g., NMLS, state department portal,

FINRA/SEC registration, NAIC producer database).

4. For each licensed individual, confirm active status, continuing-education completion where required, and that no lapse or suspension is

recorded.

5. Cross-check jurisdictional coverage: confirm the firm holds valid authority in every state/territory where it transacts business and that no

activity is occurring under a lapsed or pending authorization.

6. Identify any authorization within 60 days of expiry and confirm a renewal is queued with the Licensing Coordinator.

7. Classify and route any discrepancy per Section 8.

8. Record verification date, verifier, status of each item, and any findings in the register; retain evidence per the internal retention schedule.

8. Decision Tree
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OD-026 ·  OPERATIONS ·  F INANCE INSURANCE OPERATIONS

Decision Tree — Regulatory, License & Permit Currency Verification

START — TO CONFIRM THAT ALL OPERATING LICENSES, CHARTERS, REGISTRATIONS, AND PERMITS AUTHORIZING THE FIRM AND

ITS LICENSED PERSONNEL TO CONDUCT FINANCIAL-SERVICES OR INSURANCE BUSINESS REMAIN CURRENT …

Issue identified

during this

procedure?

NO

Complete the checklist and close out the

procedure

END — NO FINDING, ACTIVITY CONTINUES

YES

Classify severity

Assign the highest severity that applies — not the first that matches.

MINOR

DEFINITION

no safety, compliance, or service impact

ACTION

Log the discrepancy (e.g., stale

register field, missing document copy)

in the register and continue; assign

correction to the Licensing Coordinator

ESCALATE TO

No escalation — handled at task level

Timing: resolve in the moment; work proceeds

MAJOR

DEFINITION

material risk to safety, compliance,

output, or service — not an immediate

hazard

ACTION

Hold the affected authorization from

being relied upon, escalate to the

Operations Compliance Manager, and

resolve (renewal filed, correction

confirmed) before that line of business

proceeds under it

ESCALATE TO

Operations Compliance Manager

Timing: resolve before the work proceeds

CRITICAL

DEFINITION

the firm is transacting business under an

expired, suspended, or absent

license/registration in a jurisdiction

where it operates

ACTION

Immediately suspend the affected

activity, notify the Operations

Compliance Manager and compliance

counsel, and determine regulatory

self-reporting obligations before any

further transactions occur

ESCALATE TO

Supervisor

Timing: immediate — halts the activity

Record the finding, the action taken, and the verification

Close the item only once the corrective action is verified and the

record is complete.

ACTIVITY RELEASED / CLOSED

READING THIS TREE

No f inding

Activity stands. Complete the checklist and continue.

Minor

Handled in place at task level; no escalation.

Major

Supervisory decision required before the next stage.

Crit ical

Activity halts on the spot; escalation is immediate.
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9. Quality Checkpoints

Every entity-level authorization in the register verified against the issuing authority's system of record within the cycle.

All individual licenses confirmed active with CE current where required.

All authorizations within 60 days of expiry have a confirmed renewal in progress.

Zero unresolved Critical findings.

10. Inspection Checklist

ITEM PASS / FAIL NOTES

Master register complete for all entities, branches, and licensed individuals

Each entity license/registration verified against issuing-authority record

Expiration dates current; none lapsed

Individual licenses active with CE requirements met

Jurisdictional coverage matches actual business activity

Renewals queued for items expiring within 60 days

Findings logged and evidence retained per schedule

11. KPIs

License currency rate: 100% of active authorizations verified current.

Renewal timeliness: ≥99% of renewals filed before expiry.

Verification cycle completion: 100% of register verified per scheduled cycle (monthly).

12. Supervisor Verification

Printed Name: ____________________ Signature: ____________________ Date: ______________

13. Revision History

VERSION DATE DESCRIPTION AUTHOR

1.0 2026-07-

27

Generated to the locked 3-page Free/$99 Standard standard for

FINANCE_INSURANCE_OPERATIONS.

Archetype Content

Team
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OD-027 — Operational Risk Review

Estimated completion time: 4–8 hours per review cycle (per business line / process area)

Provided for general informational and operational purposes as part of the Finance Insurance Operations archetype library. Does not constitute a certified safety program. Verify all

regulatory references and equipment-specific tolerances with a qualified engineer or safety professional before implementation.

1. Purpose

To conduct a periodic, structured review of operational risks and the controls that mitigate them across financial and insurance service processes,

ensuring the risk register remains current and control weaknesses are identified and remediated before they cause loss events, regulatory

breaches, or customer harm.

2. Scope

Covers the scheduled review of operational risk events, key risk indicators, and the design and operating effectiveness of internal controls for in-

scope Operations processes (e.g., transaction processing, account servicing, claims/benefit administration, reconciliation, vendor-dependent

processing on 518210 platforms). Excludes workplace safety hazard/risk assessment, which is covered under SD-004, and quality preventive

action, which is covered under QC-020.

3. Responsibilities

Operations Risk & Controls Officer — plans the review cycle, updates the risk register, rates residual risk, and owns findings through closure.

Operations Process Owner — provides process documentation and control evidence, and executes agreed remediation for their area.

Operations Manager — approves risk ratings, authorizes remediation resourcing, and escalates Critical findings to the Chief Risk/Compliance

function.

4. Required PPE & Lockout/Tagout

Standard office/facility PPE; no specialized PPE required for this administrative task.

Not applicable — no hazardous energy involved. Logical access controls apply: use least-privilege credentials when accessing systems of record

and non-public customer data.

5. Regulatory References

Sarbanes-Oxley Act §404 (internal control over financial reporting) — applicable to regulated/reporting financial and insurance entities.

Gramm-Leach-Bliley Act, Safeguards Rule (16 CFR Part 314) — safeguarding of customer non-public personal information across the process

controls reviewed.

Basel Committee "Principles for the Sound Management of Operational Risk" (as adopted through applicable federal/state prudential and

insurance supervisory frameworks).
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Internal Operational Risk Management Policy and Risk Register Procedure where no single sector-specific rule governs a given process.

Note: confirm applicability of sector-specific standards and any state-plan equivalents for this facility before customer-facing release.

6. Process Flow

OD-027 PROCESS FLOW

Yes
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7. Step-by-Step Procedure

1. Confirm the review scope (process area, cycle period, and applicable risk register entries) and notify the Operations Process Owner of

evidence requirements.

2. Retrieve current process maps, prior findings, loss-event/incident logs, and key risk indicator (KRI) trends for the in-scope processes.

3. Identify inherent operational risks per process (processing error, fraud, data breach, third-party/vendor outage on 518210 hosting, business

continuity) and map each to its documented control.

4. Test control design and operating effectiveness by sampling recent transactions, reconciliations, exception reports, and access reviews;

record evidence references.

5. Rate residual risk (likelihood × impact) after control effectiveness is considered, and compare against risk appetite thresholds.

6. Log gaps or control weaknesses as findings, classify severity, and record in the risk register with an owner and target date.

7. Assign remediation actions, confirm interim compensating controls where residual risk exceeds appetite, and obtain Operations Manager

approval of ratings.

8. Document the completed review, findings, and sign-offs; archive evidence per the retention schedule and issue the review summary report.
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8. Decision Tree
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OD-027 ·  OPERATIONS ·  F INANCE INSURANCE OPERATIONS

Decision Tree — Operational Risk Review

START — TO CONDUCT A PERIODIC, STRUCTURED REVIEW OF OPERATIONAL RISKS AND THE CONTROLS THAT MITIGATE THEM ACROSS

FINANCIAL AND INSURANCE SERVICE PROCESSES, ENSURING THE RISK REGISTER REMAINS CURRENT AND CONTROL …

Issue identified

during this

procedure?

NO

Complete the checklist and close out the

procedure

END — NO FINDING, ACTIVITY CONTINUES

YES

Classify severity

Assign the highest severity that applies — not the first that matches.

MINOR

DEFINITION

no safety, compliance, or service impact

ACTION

Log the observation in the risk

register, note the process owner, and

continue the review

ESCALATE TO

No escalation — handled at task level

Timing: resolve in the moment; work proceeds

MAJOR

DEFINITION

material risk to safety, compliance,

output, or service — not an immediate

hazard

ACTION

Place the affected process control on a

monitored-finding hold, apply a

compensating control, escalate to the

Operations Manager named in Section 3,

and resolve before the review is closed

ESCALATE TO

Operations Manager named in Secti

Timing: resolve before the work proceeds

CRITICAL

DEFINITION

a control failure exposing customer

non-public data, enabling material

financial loss/fraud, or breaching a

regulatory obligation

ACTION

Contain immediately (restrict access /

suspend the affected processing step),

notify the Operations Manager and Chief

Risk/Compliance function the same

business day, and initiate the

incident/breach-response protocol

ESCALATE TO

Supervisor

Timing: immediate — halts the activity

Record the finding, the action taken, and the verification

Close the item only once the corrective action is verified and the

record is complete.

ACTIVITY RELEASED / CLOSED

READING THIS TREE

No f inding

Activity stands. Complete the checklist and continue.

Minor

Handled in place at task level; no escalation.

Major

Supervisory decision required before the next stage.

Crit ical

Activity halts on the spot; escalation is immediate.
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9. Quality Checkpoints

Every in-scope process has a current risk register entry mapped to at least one named control.

Control test evidence is dated, sampled, and referenced for each rated risk.

Residual risk ratings are approved by the Operations Manager and reconciled to risk appetite.

Zero unresolved Critical findings.

10. Inspection Checklist

ITEM PASS / FAIL NOTES

Review scope and cycle period confirmed and documented

Prior findings and loss/incident logs reviewed for recurrence

Each inherent risk mapped to a documented control

Control effectiveness tested with dated evidence references

Residual risk rated and compared to risk appetite

Findings logged with owner, target date, and severity

Manager sign-off and evidence archived per retention schedule

11. KPIs

Review cycles completed on schedule: ≥ 95% per period.

Critical/Major findings remediated by target date: ≥ 90%.

Risk register entries with current, tested control evidence: 100%.

12. Supervisor Verification

Printed Name: ____________________ Signature: ____________________ Date: ______________

13. Revision History

VERSION DATE DESCRIPTION AUTHOR

1.0 2026-07-

27

Generated to the locked 3-page Free/$99 Standard standard for

FINANCE_INSURANCE_OPERATIONS.

Archetype Content

Team

Operations Department SOP · FINANCE_INSURANCE_OPERATIONS · Rev 1.0 · Free tier Page 118 of 132



Phase 6 — Performance, records & close
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OD-028 — Operational KPI Review

Estimated completion time: 2–4 hours per review cycle (typically monthly)

Provided for general informational and operational purposes as part of the Finance Insurance Operations archetype library. Does not constitute a certified safety program. Verify all

regulatory references and equipment-specific tolerances with a qualified engineer or safety professional before implementation.

1. Purpose

This procedure establishes how the Operations department reviews operating performance — transaction throughput, processing turnaround,

error/rework rates, backlog aging, and service-level attainment — against defined internal targets, so that operational bottlenecks are identified

and remediated before they affect regulatory obligations or customer service across a financial or insurance operation.

2. Scope

Covers the periodic review of operations-level performance measures (processing volume, cycle time, exception/rework, backlog, and operational

service levels) for the Operations department. Excludes department-specific KPI reviews for other functions — market/product-line measures (MD-

030), quality-control conformance measures (QC-030), and sales/distribution measures (SD-030); this module covers operations measures only.

3. Responsibilities

Operations Supervisor — owns the review, defines/validates targets, chairs the review session, and authorizes remediation actions.

Operations Analyst — compiles metric data from processing and workflow systems, validates source lineage, and prepares the review pack.

Operations Manager — reviews escalated variances, approves target changes, and signs off the completed review.

4. Required PPE & Lockout/Tagout

Standard facility PPE (none beyond office norms; workstation ergonomic setup recommended).

Not applicable — no hazardous energy involved. Handle metrics containing customer or account data under applicable data-confidentiality

controls.

5. Regulatory References

- No single sector-wide operational-KPI standard governs every member of the span; the following broadly applicable regimes frame this work:

recordkeeping and books-and-records retention obligations applicable to regulated financial and insurance entities; internal-control and

management-oversight expectations under generally accepted internal-control frameworks (e.g., COSO as adopted in institutional policy); and

safeguarding/privacy obligations governing customer data used in metrics (e.g., Gramm-Leach-Bliley Act Safeguards Rule for financial institutions;

state insurance data-security laws for carriers and brokerages). - Where the review relies on outsourced data processing, apply vendor-oversight

and third-party-risk controls per institutional policy. Note: confirm applicability of sector-specific standards and any state-plan equivalents for this

facility before customer-facing release.
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6. Process Flow

OD-028 PROCESS FLOW

Define/confirm

targets

1 Extract &
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4 Document

findings,
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5

7. Step-by-Step Procedure

1. Confirm the current operations KPI target set and reporting period with the Operations Supervisor; verify targets are current and approved.

2. Extract actuals for each metric (throughput, cycle time, exception/rework rate, backlog aging, service-level attainment) from the workflow

and processing systems; record extraction date and source system.

3. Validate data integrity — reconcile record counts, confirm no partial/duplicated extracts, and verify source-system lineage before analysis.

4. Compare each actual against its target; compute variance and flag any metric outside its defined tolerance band.

5. For each flagged variance, perform root-cause analysis (volume spike, staffing, system latency, upstream data-processing delay, or process

defect).

6. Determine remediation actions and owners for each material variance; classify severity per Section 8.

7. Review draft findings with the Operations Manager; obtain approval for any target adjustments or escalations.

8. Document the completed review — metrics, variances, root causes, actions, owners, and sign-offs — and file per records-retention policy.

8. Decision Tree

Operations Department SOP · FINANCE_INSURANCE_OPERATIONS · Rev 1.0 · Free tier Page 121 of 132



OD-028 ·  OPERATIONS ·  F INANCE INSURANCE OPERATIONS

Decision Tree — Operational KPI Review

START — THIS PROCEDURE ESTABLISHES HOW THE OPERATIONS DEPARTMENT REVIEWS OPERATING PERFORMANCE — TRANSACTION

THROUGHPUT, PROCESSING TURNAROUND, ERROR/REWORK RATES, BACKLOG AGING, AND SERVICE-LEVEL ATTAINMENT …

Issue identified

during this

procedure?

NO

Complete the checklist and close out the

procedure

END — NO FINDING, ACTIVITY CONTINUES

YES

Classify severity

Assign the highest severity that applies — not the first that matches.

MINOR

DEFINITION

no safety, compliance, or service impact

ACTION

log the variance in the review pack with

a note, monitor next cycle, and continue

ESCALATE TO

No escalation — handled at task level

Timing: resolve in the moment; work proceeds

MAJOR

DEFINITION

material risk to compliance, output, or

service — not an immediate hazard

ACTION

hold the affected metric line from final

sign-off, escalate to the Operations

Supervisor, assign a remediation owner

and date, and resolve before the review

is closed

ESCALATE TO

Operations Supervisor

Timing: resolve before the work proceeds

CRITICAL

DEFINITION

a variance revealing a breach of a

regulatory processing deadline, a backlog

threatening customer funds/claims

settlement, or corrupted/unauditable

metric data

ACTION

halt reliance on the affected metric

immediately, notify the Operations

Manager and Compliance the same business

day, and initiate corrective action

before any external or regulatory

reporting

ESCALATE TO

Supervisor

Timing: immediate — halts the activity

Record the finding, the action taken, and the verification

Close the item only once the corrective action is verified and the

record is complete.

ACTIVITY RELEASED / CLOSED

READING THIS TREE

No f inding

Activity stands. Complete the checklist and continue.

Minor

Handled in place at task level; no escalation.

Major

Supervisory decision required before the next stage.

Crit ical

Activity halts on the spot; escalation is immediate.
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9. Quality Checkpoints

Every KPI has a current, approved target before comparison.

Source data reconciled and lineage confirmed prior to variance analysis.

Each material variance has a documented root cause, owner, and due date.

Zero unresolved Critical findings.

10. Inspection Checklist

ITEM PASS / FAIL NOTES

Target set current and approved for the period

Metric data extracted with source & date recorded

Record counts reconciled / no partial extracts

All variances outside tolerance flagged

Root cause documented for each material variance

Remediation owner and due date assigned

Review documented and filed per retention policy

11. KPIs

Review cycle completed on schedule: ≥ 98% of periods on time.

Metric data reconciliation accuracy: 100% (zero unexplained count variances).

Material variances with documented root cause and owner: 100%.

12. Supervisor Verification

Printed Name: ____________________ Signature: ____________________ Date: ______________

13. Revision History

VERSION DATE DESCRIPTION AUTHOR

1.0 2026-07-

27

Generated to the locked 3-page Free/$99 Standard standard for

FINANCE_INSURANCE_OPERATIONS.

Archetype Content

Team
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OD-029 — Operational Records Retention & Documentation Audit

Estimated completion time: 4–8 hours per records cycle (longer for annual full-population audits)

Provided for general informational and operational purposes as part of the Finance Insurance Operations archetype library. Does not constitute a certified safety program. Verify all

regulatory references and equipment-specific tolerances with a qualified engineer or safety professional before implementation.

1. Purpose

To confirm that operational records — transaction logs, account and policy files, customer instructions, reconciliations, and system-generated

documentation — are complete, accurate, and retained for the required period in the required format, so the institution can meet regulatory

production demands, audit requests, and internal control obligations.

2. Scope

Covers the periodic verification, indexing, and retention confirmation of operational business records held by the Operations department, whether

stored in physical files or in electronic recordkeeping and hosting systems. Excludes quality records (see QC-029), safety records (see SD-029), and

HR/personnel records (see HR-029), which are governed by their respective modules.

3. Responsibilities

Operations Records Custodian — executes the audit, pulls the sample or full population, verifies completeness/accuracy against source, and

logs findings.

Operations Supervisor — approves the retention schedule applied, reviews findings, and authorizes disposition or extension holds.

Compliance Officer — confirms applicable retention periods, adjudicates legal/regulatory holds, and signs off on any destruction request.

4. Required PPE & Lockout/Tagout

Standard office/facility PPE only; no specialized PPE required.

Not applicable — no hazardous energy involved. For records rooms or media storage, follow facility access-control and secure-handling

requirements.

5. Regulatory References

Bank Secrecy Act / 31 CFR Chapter X recordkeeping requirements (applicable to all covered financial institutions).

Records maintained under the recordkeeping and books-and-records duties imposed by each member's primary functional regulator (e.g.,

SEC/FINRA books-and-records rules for broker-dealers; NAIC model recordkeeping laws adopted by state insurance departments for carriers and

agencies; NCUA Part 749 for credit unions; applicable federal banking agency recordkeeping rules for depository institutions).

Gramm-Leach-Bliley Act (safeguarding and confidentiality of nonpublic personal information in retained records).

E-SIGN Act / applicable electronic records and signature retention standards.
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Note: confirm applicability of sector-specific standards and any state-plan equivalents for this facility before customer-facing release.

6. Process Flow

OD-029 PROCESS FLOW
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1
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7. Step-by-Step Procedure

1. Obtain the current approved retention schedule from the Compliance Officer and confirm the record classes, retention periods, and any

active legal/regulatory holds in effect for this cycle.

2. Define the audit population — full population or a documented sample — and record the selection method and date range in the audit

worksheet.

3. Retrieve records from primary storage (physical files and electronic recordkeeping/hosting systems), confirming each item is accessible and

readable within required timeframes.

4. Verify completeness: confirm each record has all required components (source documents, approvals, reconciliations, customer instructions,

system logs) and that no required item is missing.

5. Verify accuracy: reconcile a sample against source data or system-of-record to confirm entries match and metadata (dates, account/policy

identifiers, index tags) is correct.

6. Confirm retention status: check that each record's retention clock, hold flag, and scheduled disposition date are correctly applied; flag any

record eligible for destruction that still carries a hold.

7. Log all findings, gaps, and exceptions in the audit worksheet; route disposition and destruction recommendations to the Compliance Officer

for approval.

8. Complete the Inspection Checklist, capture corrective actions with owners and due dates, and file the signed audit record.

8. Decision Tree
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OD-029 ·  OPERATIONS ·  F INANCE INSURANCE OPERATIONS

Decision Tree — Operational Records Retention & Documentation Audit

START — TO CONFIRM THAT OPERATIONAL RECORDS — TRANSACTION LOGS, ACCOUNT AND POLICY FILES, CUSTOMER INSTRUCTIONS,

RECONCILIATIONS, AND SYSTEM-GENERATED DOCUMENTATION — ARE COMPLETE, ACCURATE, AND RETAINED FOR THE …

Issue identified

during this

procedure?

NO

Complete the checklist and close out the

procedure

END — NO FINDING, ACTIVITY CONTINUES

YES

Classify severity

Assign the highest severity that applies — not the first that matches.

MINOR

DEFINITION

no safety, compliance, or service impact

ACTION

log the exception (e.g., mis-indexed but

present record) in the audit worksheet,

note the correction, and continue

ESCALATE TO

No escalation — handled at task level

Timing: resolve in the moment; work proceeds

MAJOR

DEFINITION

material risk to safety, compliance,

output, or service — not an immediate

hazard

ACTION

hold the affected record set from any

disposition, escalate to the Operations

Supervisor, and correct the

completeness/accuracy or retention gap

before the audit is closed

ESCALATE TO

Operations Supervisor

Timing: resolve before the work proceeds

CRITICAL

DEFINITION

a required record is missing, destroyed

prematurely, or unrecoverable in the face

of a regulatory production demand, audit

request, or active legal hold

ACTION

immediately suspend all disposition

activity, preserve remaining related

records, and notify the Compliance

Officer and Operations Supervisor the

same business day for

regulatory-notification assessment

ESCALATE TO

Supervisor

Timing: immediate — halts the activity

Record the finding, the action taken, and the verification

Close the item only once the corrective action is verified and the

record is complete.

ACTIVITY RELEASED / CLOSED

READING THIS TREE

No f inding

Activity stands. Complete the checklist and continue.

Minor

Handled in place at task level; no escalation.

Major

Supervisory decision required before the next stage.

Crit ical

Activity halts on the spot; escalation is immediate.
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9. Quality Checkpoints

Retention schedule confirmed current and hold list reconciled before sampling begins.

Every sampled record verified complete against its required-component list.

Accuracy reconciliation completed with match rate documented.

Zero unresolved Critical findings.

10. Inspection Checklist

ITEM PASS / FAIL NOTES

Current approved retention schedule and active hold list obtained

Audit population/sample defined and selection method documented

All selected records retrievable and readable within required timeframe

Required components present for each record (completeness)

Sample reconciled to source/system-of-record (accuracy)

Retention clocks and disposition dates correctly applied

Exceptions logged with owner and corrective due date

11. KPIs

Record completeness rate ≥ 99% of audited population.

Accuracy/reconciliation match rate ≥ 98% of sampled records.

Zero records destroyed while under legal or regulatory hold (target: 0).

12. Supervisor Verification

Printed Name: ____________________ Signature: ____________________ Date: ______________

13. Revision History

VERSION DATE DESCRIPTION AUTHOR

1.0 2026-07-

27

Generated to the locked 3-page Free/$99 Standard standard for

FINANCE_INSURANCE_OPERATIONS.

Archetype Content

Team
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OD-030 — End-of-Shift / End-of-Day Operations Closeout

Estimated completion time: 30–75 minutes per operating unit, depending on transaction volume and reconciliation exceptions.

Provided for general informational and operational purposes as part of the Finance Insurance Operations archetype library. Does not constitute a certified safety program. Verify all

regulatory references and equipment-specific tolerances with a qualified engineer or safety professional before implementation.

1. Purpose

To formally close the operating period by securing funds, instruments, and systems; reconciling recorded transactions to supporting records;

documenting exceptions; and preparing a defensible record so the next period begins from a verified position. This protects customer assets and

nonpublic information and maintains an auditable trail across the operation.

2. Scope

Covers end-of-shift and end-of-day closeout activities within the Operations department: cash and instrument securing, transaction reconciliation,

system session close, exception logging, and records preservation. Excludes opening/start-of-period readiness (see OD-001) and shift handover

communication and role transition (see OD-002).

3. Responsibilities

Operations Associate — performs the closeout: counts and secures cash/instruments, runs reconciliation, logs exceptions, and completes the

checklist.

Operations Supervisor — reviews reconciliation results, approves or escalates exceptions, authorizes secured storage, and signs off the closeout

record.

Compliance / Records Officer — confirms records retention and nonpublic-information safeguarding requirements are met and adjudicates

reportable exceptions.

4. Required PPE & Lockout/Tagout

Standard facility PPE; none beyond ordinary office/branch conditions.

Not applicable — no hazardous energy involved. "Lockout" here means logical securing: session termination, workstation lock, and physical

securing of cash, negotiable instruments, and media in the designated vault, safe, or locked cabinet.

5. Regulatory References

Bank Secrecy Act / 31 CFR Chapter X (recordkeeping and transaction records applicable to financial institutions).

Gramm-Leach-Bliley Act, 15 U.S.C. §§ 6801–6809 and the Safeguards/Privacy provisions (protection of customers' nonpublic personal

information at period close).

Internal information-security and records-retention policy governing period-close documentation and access control.
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Member-specific examples where applicable (e.g., SEC/FINRA books-and-records rules for securities firms; state insurance recordkeeping rules

for carriers and agencies) — apply only the regime that governs your institution.

Note: confirm applicability of sector-specific standards and any state-plan equivalents for this facility before customer-facing release.

6. Process Flow

OD-030 PROCESS FLOW
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7. Step-by-Step Procedure

1. Stop accepting new transactions for the period and confirm all in-progress items are completed or held; lock the transaction workstation and

terminate active application sessions.

2. Count cash and negotiable instruments; verify totals against the drawer/terminal blotter and expected balances; secure all funds and media

in the designated vault, safe, or locked cabinet.

3. Generate the period-end transaction listing/settlement report from the core operating system and confirm the reporting run completed

without errors.

4. Reconcile recorded transactions to supporting records (receipts, tickets, system entries); confirm that totals, item counts, and control

balances agree.

5. Identify variances, unmatched items, or system anomalies; classify each per the Decision Tree in Section 8.

6. Log all exceptions in the exception register with amount, description, and responsible party; route unresolved items to the Operations

Supervisor.

7. Confirm nonpublic information is secured — no unattended documents, screens locked, media stored, and access controls engaged.

8. Complete the Inspection Checklist, attach reconciliation and exception reports, and obtain Supervisor verification to close and archive the

period-end record.

8. Decision Tree
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OD-030 ·  OPERATIONS ·  F INANCE INSURANCE OPERATIONS

Decision Tree — End-of-Shift / End-of-Day Operations Closeout

START — TO FORMALLY CLOSE THE OPERATING PERIOD BY SECURING FUNDS, INSTRUMENTS, AND SYSTEMS; RECONCILING RECORDED

TRANSACTIONS TO SUPPORTING RECORDS; DOCUMENTING EXCEPTIONS; AND PREPARING A DEFENSIBLE RECORD SO …

Issue identified

during this

procedure?

NO

Complete the checklist and close out the

procedure

END — NO FINDING, ACTIVITY CONTINUES

YES

Classify severity

Assign the highest severity that applies — not the first that matches.

MINOR

DEFINITION

no safety, compliance, or service impact

ACTION

log in the exception register with

corrective note and continue closeout;

resolve at next reconciliation

ESCALATE TO

No escalation — handled at task level

Timing: resolve in the moment; work proceeds

MAJOR

DEFINITION

material risk to compliance, output, or

service — not an immediate hazard

ACTION

hold the affected balance or item,

escalate to the Operations Supervisor,

and resolve or document a corrective

plan before the period record is closed

ESCALATE TO

Operations Supervisor

Timing: resolve before the work proceeds

CRITICAL

DEFINITION

unaccounted funds/instruments, evidence of

loss or misappropriation, or a suspected

breach of nonpublic customer information

ACTION

immediately secure the affected area and

records, notify the Operations

Supervisor and Compliance / Records

Officer at once, and preserve all

evidence pending regulatory reporting

determination; do not close the period

until directed

ESCALATE TO

Supervisor

Timing: immediate — halts the activity

Record the finding, the action taken, and the verification

Close the item only once the corrective action is verified and the

record is complete.

ACTIVITY RELEASED / CLOSED

READING THIS TREE

No f inding

Activity stands. Complete the checklist and continue.

Minor

Handled in place at task level; no escalation.

Major

Supervisory decision required before the next stage.

Crit ical

Activity halts on the spot; escalation is immediate.
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9. Quality Checkpoints

Cash and instruments physically counted and reconciled to system totals with variance documented.

Period-end reports generated, complete, and free of processing errors.

All exceptions logged with owner and disposition; nonpublic information secured and access controls engaged.

Zero unresolved Critical findings.

10. Inspection Checklist

ITEM PASS / FAIL NOTES

Intake ceased and workstation/application sessions terminated

Cash, instruments, and media counted and secured in designated storage

Period-end transaction/settlement report generated without errors

Transactions reconciled to supporting records; totals agree

Variances/exceptions logged with amount, owner, and disposition

Nonpublic information secured; screens locked; access controls engaged

Period-end record completed, attached, and archived

11. KPIs

Reconciliation accuracy (recorded vs. reconciled) — ≥ 99.9% of periods balanced without unresolved variance.

On-time closeout completion — 100% of operating periods closed within the defined window.

Exception resolution — 100% of Major/Critical exceptions escalated same period; ≥ 95% of all exceptions resolved within one business day.

12. Supervisor Verification

Printed Name: ____________________ Signature: ____________________ Date: ______________

13. Revision History

VERSION DATE DESCRIPTION AUTHOR

1.0 2026-07-

27

Generated to the locked 3-page Free/$99 Standard standard for

FINANCE_INSURANCE_OPERATIONS.

Archetype Content

Team
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