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Music Copyists



We are preparing for a 
performance.

Not a book.

Music Copyists



A remittance transfer provider must refund the total amount of funds provided by 
the sender, including any fees and, to the extent not prohibited by law, taxes 
imposed in connection with the remittance transfer, within three business days of 
receiving the sender’s request to cancel the remittance transfer. - 12 CFR § 1005.3

Regulatory

Operational Knowledge
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payment if they provide a confirmation code.
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Operational Knowledge
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General Policy 
& Process

1. Open System X

2. Navigate to Account profile

3. Review transactions...

Operational
Knowledge

Operational Knowledge



“It doesnʼt feel like we have new employees!ˮ



The Standard

Findable Followable Scannable

1  2 3



Findable



How to think about Operational Knowledge

Input Process Output
tools + steps



Financial Institution “Inputˮ examples

I lost my card.
I’d like to

dispute a charge.
I’m traveling

internationally
next month.

I need to update
my address

I want to increase
my spending limit



Financial Institution “Inputˮ examples

Input Follow stepsRecognize Input

I lost 
my card.

know what
needs to be done..

And i know
how to do it.



Financial Institution “Inputˮ examples

Input ask for help
doesn’t Recognize Input 

or doesn’t know steps

Can you…?



Findable
Break up content to match inputs



Findable
Break up content to match inputs



Findable
Break up content to match inputs



Findable

▢ Guides cover one topic/procedure (input)

▢ Titles match the inputs customers and employees are receiving



Followable



Followable
Flow from beginning to end



Followable
Decision Trees



Followable

▢ Clear path from the first to the final step

▢ No jumping back and forth

▢ Use decision trees for complex workflows



Scannable



Scannable
Images with annotations



Scannable
Call outs



Scannable
Use lists and decision trees



Scannable
▢ Text is concise

▢ No video longer than 5 seconds

▢ Language is actionable

▢ No foundational knowledge is included

▢ Use formatting tools:
● Screenshots w/ annotations

● Checklists

● Bulleted or numbered lists

● Styled text (e.g. tip, warning, etc.)

● Collapsible sections

● Headings

● Highlights

● Links



Test! Test! Test!



Testing
▢ Observe, donʼt talk or instruct

▢ Note where they get stuck

▢ Update the guide and try again



Next Steps

https://www.screensteps.com/find-follow-course

Find & Follow Course

https://www.screensteps.com/find-follow-book

Pick up the book

https://www.screensteps.com/find-follow-course
https://www.screensteps.com/find-follow-book

