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Attm Study of GLBA 

Re: Comments on GLBA Information Sharing Study 

Ladies and Gentlemen: 

Bank of America is pleased to submit these comments in response to the Department of 
the Treasury’s request, pursuant to section 508 of the Gramm-Leach-Bliley Act (the 
GLBA), for comments on information sharing practices among financial institntions and 
their affiliates. Bank of America is one of the world’s leading financial services 
companies, and is the sole shareholder of Bank of America, N.A., one of the largest 
banks in the United States. Through the nation’s largest financial services network, Bank 
of America provides financial products and services to 30 million households and two 
million businesses, as well as providing international corporate financial services for 
clients around the world. 

Bank of America was the fast major financial institution to announce, in June 1999, that 
it was adoptmg a policy ot not sharmg consumer customer mtormatron wrth nonattthated 
companies for purposes of marketing their own products and services. We have been 
very forthrigh4 however, in letting our customers and others know that we do manage 
customer information among our affiliates in order to meet our customers’ expectations 
with regard to the delivery of financial services. 

We recognize that it is not, and should not be, our customers’ responsibility to understand 
how we have chosen to organize our company into various legal entities for legal, 
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regulatory, financial or other reasons. We know that our customers view Bank of 
America as a single enterprise and that they expect us to deliver financial services to 
them as a single enterprise, regardless of the location or channel through which they 
choose to communicate with us at any particular time. In fact, significant portions of the 
technology and other strategic investments Bank of America has made within the last 
decade have been focused on that very objective -- to make Bank of America more 
responsive to our customers’ expectations that we make it even easier for them to obtain 
the full range of customer service and financial services at every point through which 
they might choose to access us: by phone, through a banking center, through their 
personal computer. We know that a leading reason that former customers have 
terminated their relationships with us is that we have not always been as effective as we 
can be in managing customer information across our affiliates in a way that enables us to 
resolve customers’ problems quickly, show that we recognize and value the customers’ 
total relationship with us or effectively anticipate our customers’ needs. We know, 
because our customers have told us, that the key to satisfying them is to make customer 
information readily accessible to (in other words, to share information with) our 
employees who interact with customers so that they have the information and tools to 
serve customers and solve their problems. 

We are pleased that the Secretary of the Treasury, in conjunction with the federal 
functional regulatory agencies and the Federal Trade Commission, is conducting a study 
of the sharing practices among financial institutions and their aftiliates. We believe that a 
review of the practices will show that affiliate sharing practices have a single objective: 
to deliver the quality of financial services that consumers have been craving for many 
years and to make available to the average consumer the kinds of service that heretofore 
has been available only to the wealthiest financial services customers. 

The attached document responds to specific questions posed by the request for 
comments. Thank you for this opportunity to provide information regarding our 
practices. 

Sincerely, 

Robin K. Warren 

Robin K. Warren 
Privacy Executive 




























