Best Practices

Supporting Your Digital
Banking Products

Introduction
Digital transformation often focuses on tech. On the digital.
But it’s humans that use the tech. Humans
that have questions. And more often than
not, humans who have to answer those
questions — or recommend that tech.
The last thing you want is customer support
requests to come pouring in and for your
staff to have no idea how to help.
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Before you hit that figurative launch button,
you need to develop some onboarding tools
for both staff and customers.
And that should mean investing in a digital
academy for your website.

What is a Digital Academy?

A digital academy is a central hub that houses all of the product
walkthroughs for your digital banking tech.
Product walkthroughs are critical because
they let staff and customers practice using
your technology in a risk-free environment.
Instead of reading instructions or watching
a video, people get first-hand experience
with your tech — without the stress of using
a live environment.
Walkthroughs are especially important for
banking technology. There is a heightened
concern around making mistakes with new
banking technology. People don’t want to
accidentally lose their money or miss a bill
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payment because they can’t figure out
your app.
Walkthroughs are also useful tools for
employees. You can’t assume your employees know how to use your tech. Especially
for banks, where employees don’t necessarily bank with the institution they work for,
there’s a high chance your employees have
never used your products. Walkthroughs
give them a first-hand experience so they
can confidently promote digital options
to consumers.

The #1 Product
Walkthrough Mistake

One of the biggest mistakes people make when building product
walkthroughs is using the “blinking light” model.
You know the ones I mean — there’s a
blinking light that shows you where to click
and you follow along blindly. The problem
with this is it’s a bit like a GPS. You know
where you going when it’s on, but without it
you’re lost.
To build confidence, your walkthroughs
need to include aspects of challenge and
repetition. One way to do this is by including
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different modes or levels to your walkthroughs. You could start with a standard
blinking light round — then challenge users
to complete the same simulation without
the helping hand. This forces users to apply
what they’ve learned, and lets them test how
completely they understand the process
before heading to a live environment.

Who Benefits from a
Digital Academy?

Once you’ve built a product walkthrough, you can use it across
a variety of instances to educate different stakeholders — both
internally and externally.
Here are some groups at your financial institution that can benefit
from access to a digital academy:

Phone
Channel Reps
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Frontline
Branch Staff

New
Employees

Employees
Changing Roles

Customers

Phone Channel Reps
Customers are always going to have questions when you release
new tech. And your phone channel staff need to be prepared to
handle those support requests.
A product walkthrough allows phone channel reps to quickly look up information they
need. Instead of pulling them off the phone,
your staff can access the information they
need on-demand, or even browse through
walkthroughs in their downtime.

Plus having access to a digital academy
allows phone channel reps to send
relevant walkthroughs to customers as
they’re on the phone. This lets the rep
visually walk the customer through how
to complete a transaction, providing
better service.

Frontline Branch Staff
One of the best times to bring up digital banking is when a
customer is at a branch to accomplish a transaction that can be
done digitally.
Having walkthroughs on tablets lets branch
staff pull customers out of line, and walk
them through completing their transactions
digitally. This instantly shows customers how
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convenient the digital alternative is — and
helps build confidence so customers are
more willing to complete their transaction
digitally in the future.

New Employees
New employees need to be brought up to speed quickly. But they
also need ongoing support to build their confidence and ensure
they retain accurate information.
A product walkthrough can quickly guide
new employees through using technology
they aren’t familiar with. Plus, walkthroughs
housed in a digital academy can be
accessed on demand, whenever the new
employee has time or needs information.

This provides both initial and ongoing
support to new employees. Product
walkthroughs can also be integrated into
onboarding training, and then accessed later
on an as-needed basis

Employees Changing Roles
As employees move into new roles, they inevitably need to
understand new technologies.
A digital academy lets employees focus on
what they need to know to perform their
new duties. They don’t need to sit through
a lesson for each piece of tech. Instead they
can just choose what they need to learn, and
skip walkthroughs of tech they already know
how to use.

A digital academy also provides staff with
access to information on demand. The
bite-sized nature of walkthroughs allows
employees to learn about tech in their
downtime, instead of pulling them away from
their new positions to sit in training.

Customers
Employees aren’t the only ones who benefit from a digital academy.
The same walkthroughs that your employees
use can also be used as consumer facing
resources for customers who prefer selfservice online.

Walkthroughs can help educate consumers
on how to use products, while reinforcing
the benefits. This can also help reduce the
number of customers calling your support
lines or visiting your stores for help with
simple problems.

Should You Build or
Buy Walkthroughs?

So far we’ve covered why you need product walkthroughs, what a
good walkthrough looks like, and who would benefit from product
walkthroughs.
Now you might be wondering, how do I
actually go about getting walkthroughs for
my institution?

In-House

PROs

CONs

Tool .

• Customizable branding

• Inexpensive

• Exclusive to your brand

• Less time consuming than

• Easy to update

building in-house

• Time consuming

• Expensive

• Not all tools are equal

• Dependant on internal

• Updates are cumbersome

• Some internal

resources
• More work to update
system)

LemonadeLXP.com

Agency

• Highly customizable

(no content management
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There are a couple of options: build it internally, hire an agency, or use a tool. Let’s look
at the pros and cons of each option.

resources required

For most institutions, the most cost effective
option is going to be to use a tool. Custom
building walkthroughs in-house can be
very time consuming, which often slows
down your launch (or leaves you without
onboarding tools for months after launching).
And while hiring an agency can speed up the
process, it also becomes cost prohibitive as
you build more products or services — and
update the technology you already have.
A tool lets you build product walkthroughs
internally, usually without involving your
IT team. This lets you build (and update)
walkthroughs a lot faster. Plus you don’t
need to engage a vendor for every update.
You can simply update in your tool and push
out revisions.

Features you should be on the
lookout for in a tool include:
• Content management system, so you
can easily update your tours when
new versions of your products and
services are released
• Ways to publish your tours without
engaging your IT team
• Don’t forget about your employees!
Look for tools that let you link
individual product tours to your
product training courses
• Categorization. This is especially
important for financial institutions as
you want to be able to categorize
your demo by mobile/desktop, ios/
android, customer persona, and in
some cases, regions.

The Bottom Line
As the banking industry speeds towards digitization it’s important
that the people using the technology don’t get left in the dust.
Both customers and employees need tools to help them learn and
confidently use new products and services.
Guided product walkthroughs are a great
investment for your financial institution. They
can reduce friction when onboarding new
customers, empower frontline staff to recommend and/or support digital products — and
even help reduce calls into your support line.
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How you build walkthroughs should depend
on your priorities and the resources you have.
For most financial institutions, the best option
will be finding a tool that allows internal teams
to create and manage product walkthroughs
without engaging their IT team.

Level up
your workforce
with game-based training

Book a Demo
1.800.896.4115
hello@lemonadeLXP.com
LemonadeLXP.com

