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Sheila C. Bair 
Assistant Secretary of the Treasury 
Regulations and Legislation Division 
Chief Counsel's Office 
Office of Thrift Supervision 
1700 G Street, NW 
Washington, DC 200552 

ATTN: Study on GLBA Information Sharing 

Dear Secretary Bair: 

WSAA appreciates the opportunity to comment on the information sharing 
practices of our organization. USAA is a member of the Financial 
Services 
Roundtable, the American Council of Life Insurers, and several member 
trade 
associations of the Financial Services Coordinating Council. we support 
the 
comments made by those groups, but wish to also submit comments from our 
OhTl 

unique perspective. 

Introduction to USAA 

The United Services Automobile Association (USAA) has been serving 
present 
and former members of the U.S. military and their families for almost SO 
years and has become one of America's leading insurance financial 
services 
companies. The association, well known for its exceptional customer 
service 
and the trust it has earned from its membership, offers its 4.5 million 
customers a variety of insurance, banking and investment products and 
services designed to help them meet their financial security needs. 

The wide range of products and services offered by the USAA family of 
companies includes: property and casualty, life and health insurance; 
annuities; no-load mutual funds; discount brokerage; trust services; 
deposit 

accounts: mortgages and relocation services; vehicle 
purchase 
assistance; and credit cards. The USAA Alliance Services Company offers 
additional quality products and services via strategic partnerships with 
carefully selected outside vendors, including: catalog merchandise, 
long 
distance, Internet service, home security, floral service, rental car 
programs, and cruise travel. With the exception of its property and 
casualty insurance products and alliance services, which are available 
only 
to USAA members, products are available to the general public. 

USAA has a relatively unique relationship with its customers. The 
association is owned by its customers and thus does not have the 
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shareholder-driven obligations that some companies have to return 
dividends 
and profits. USAA's customers are commonly known within the 
organization - 
and self-referentially - as "members" of the USAA family. USAA'S 
mission in 
serving its membership has been to provide "one-stop" financial services 
that address the unique needs of the military community and to back them 
with impeccable service that is tailored to the requirements of the men 
and 
women in uniform and their families. USAA members demand - and the 
Association is always striving to provide - a complement of financial 
products, which are always offered under the USAA brand. 

One of USAA's foremost business goals is to maintain the legacy of trust 
and 
reputation for great service that it has developed with its customers 
for 
over three quarters of a century. 

The Purposes of Sharing InfOrmatiOn 

USAA currently serves 95% of all active duty officers and one third of 
active duty enlisted personnel. While most Americans lead busy lives, 
the 
current nature of military service, including frequent moves, separated 
families, and rapid deployments magnifies our members' need for speed 
and 
efficiency in managing their personal finances from anywhere in the 
world. 
One of USAA's overriding objectives is to provide our members with the 
fastest and most accurate customer service and to offer them only the 
most 
appropriate financial products for their needs. In order to meet that 
goal, 
we are investing in sophisticated information systems that are designed 
to 
fully integrate customer records and service capabilities and to allow 
for 
increased customer access to their accounts via the Internet. 

Howard Beales of the Federal Trade Commission noted earlier this year 
that 
"Sharing information offers tremendous benefits, ranging from instant 
credit 
approval, to the convenience of a consolidated financial statement, to 
lower 
costs of processing transactions. We should not sacrifice such benefits 
needlessly." 

We think this statement does an excellent job of summarizing some of the 

key 
benefits of affiliate sharing of information. USAA's own experience 

+s +hn fnr 99% nf and m 
saving from appropriate information sharing is more important than 
restricting the sharing of information between affiliated companies. 
Our 
members repeatedly ask, "Why do you ask me for information that I have 
already provided?" or, "Why can't you make it simpler to do business 
with 
you?" 

Information sharing prevents customers from repeating information 
already 
provided to an affiliate. For these reasons, USAA is investing heavily 
in a 
future state operating model which requires each of its subsidiary 
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companies 
to work together to meet its members' complete financial needs. 
Examples 
include prefilling lengthy applications "sing information known to our 
affiliated companies, verifying USAA insurance coverage to assist in 
closing 
a USAA home loan, purchasing, financing and insuring a member's family 
automobile, preparing a child for college or independent living, and 
allowing a widow or widower to identify and manage relevant USAA 
accounts. 

In a tragic example, in the wake of the September 11 terrorist attacks, 
WSAA 
survivor teams were able to assist victims in quickly sorting out all of 
a 
deceased or injured member's existing accounts. We sometimes even 
identified insurance policies or banking and investment accounts that 
family 
members were unaware of. 

We perceive no benefit in restricting a company from obtaining 
information 
from an affiliate that will assist in providing service to a customer. 
The 
company must and will still obtain the information, but the collection 
will 
be more expensive, more time consuming and will certainly create a 
greater 
burden for the consumer. 

USAA's policies with regard to sharing customer information with 
nonaffiliated third parties is much more restrictive. First, we may 
need 
third-party assistance to fully service or execute a product provided by 
one 
of USAA's affiliates (such as clearing a check drawn on our bank), or 
jointly provided with another financial institution. The information 
release 
is limited to that necessary to conduct the transaction. The 
Gramm-Leach-Bliley Act recognized the necessity of these relationships 
and 
exempted them from information sharing restrictions. Second, we may 
verify a 
member's USAA eligibility with our other approved alliance services 
partners 
to allow for the establishment of a USAA discount, but the information 
release does not contain personal information beyond basic 
identification 
information necessary to provide customer service, and to ensure _ _ 
compliance 
with the contract. These limited disclosures are conducted within the 
contractual boundaries of strict security controls. 

farShared 

It is our observation that little of the public debate on financial 
information privacy is driven by concerns about security violations. 
The 
financial services industry, and certainly USAA, has outstanding 
reputations 
as stewards and protectors of their customers' personal information. 

As a financial institution that would be irreparably damaged by any 
allegations of mishandling of personal information, USAA has always 
emphasized and invested in protecting customer information, both through 
our 
technology design and in the training of employees who have access to 
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member 
data. We argue that allowing a shared customer data platform actually 
permits greater investments to be made in the integrity and security of 
that 
system. Restrictions on affiliate information sharing would force USAA 
and 
other companies with multiple affiliates to expend scarce resources on 
creating separate, redundant databases. 

USAA's financial services companies are heavily regulated at both the 
state 
and federal level. We believe that existing statutory and regulatory 
security requirements provide adequate protection, but also allow needed 
flexibility. Security is not a "one size fits all" proposition. The 
current requirements give companies the flexibility to design a security 
program that is based on the sensitivity of information, the storage or 
transmittal technology, the frequency of transmittal, the amount of 
risk, 
changes in technology and other variables. 
companies 

This in turn provides 

the opportunity to enhance its competitive advantage in the marketplace. 

The Potential Risks for Customer Privacy 

In USAA's experience, there is no risk to our members from allowing 
information sharing across our affiliated companies. We receive far 
more 
requests from our customers to share more information within USAA than 
we 
receive requests to share less information. We strive to protect the 
security of that information, as described above. Information is shared 
for 
the purpose of providing enhanced customer service and convenience. 
Within 
its desired operating model, USAA strives to present a "one company" 
face to 
our members. All of our marketing and informational materials inform 
the 
membership of the vast array of product choices from USAA and our 
mission to 
meet most of their financial needs. All of our products, including the 
uroducts that are iointlv marketed, are sold under a USA?+ brand. More 
than 

_ _ 

99% of our customers understand and welcome and expect that USAA and its 
affiliates are working together to serve them better. 

The Potential Benefits for Financial Institutions 

USAA's corporate structure means that all of the organization's profits 
ultimately accrue to the benefit of our owner/members. Our mission is 
to 
serve their needs with high quality products at the lowest cost possible 
and 
to return dividends to them whenever possible. We address below the 
benefits of information sharing to our customers, since they are in 
essence 
the "financial institution" in USAA's case. 

The Potential Benefits for Customers 

As noted in our discussion of the purpose of information sharing, USAA 
believes that numerous benefits accrue to our members from allowing the 
free 
flow of information across our affiliates. Rapid and efficient account 
servicing is one of the most obvious, especially given the unique nature 
of 
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