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Onboarding Problems

New hires are overwhelmed
Supervisors are burnt out



Instant engagement

Imagine if your
onboarding

Confident learners

program could
produce...

Supervisors who are amazed
at what new hires can do

ORORO




Many financial
institutions have
worked the same
over the last 30

years

ORORON -

Classroom training with long lectures and slide

decks

Shadowing experienced employees

Binders of procedures

Supervisor to MSR/teller ratio



Your current onboarding
curriculum isn't working



You heed a
knowledge transfer
strategy for a modern business



How do you build a
knowledge transfer strategy
for your modern credit union?



3-Step Process for Building an
Onboarding Program

Separate knowledge Create your resources Run Find & Follow
Practice Sessions
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Separate
Knowledg
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Actionable
Knowledge

Actionable knowledge is knowledge
that helps employees DO something
such as:

° Respond to a question or
request
Perform a procedure
Troubleshoot a problem

Canl...?

=

How do I?

Why doesn't
this work?

oo

oo
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Opening Accounts

Actionable

e How to open a new account

e How to identify the required
documents for opening an account

e How to add joint owners to a new
account

e Can you add beneficiaries to this type
of account?

e How to add beneficiaries to a new
account

e (Can | become a member (i.e. what

are the eligibility requirements?)

How to scan a license

How to run a CIP

How to run an OFAC check

I’m seeing an error — what do | do?




Foundational
Knowledge

Foundational knowledge is knowledge that
provide context and background. It's
information employees need to know.

5 Types of Questions to Answer for
Foundational Explanations

What?

Why?

When?

Who?
High-level how?

Why doesn't
this work?

oo
oo

High-Level Operational Processes

Products/Services

Company Knowledge

Industry Knowledge




Opening Accounts

Actionable Foundational
e How to open a new account SSN
e How to identify the required ITIN
documents for opening an account Eligibility
e How to add joint owners to a new Initial Deposit
account CIP
e (Can you add beneficiaries to this type OFAC

of account?
e How to add beneficiaries to a new
account
e Can | become a member (i.e. what
are the eligibility requirements?)
How to scan a license Overview of opening accounts
How to run a CIP System X (where you will set up
How to run an OFAC check members)
I’m seeing an error — what do | do? e SystemY (where you do OFAC)

Savings Accounts
Share Draft
ChexSystems
Types of Accounts
Joint Membership
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Create Your
Resources




Training Resources

Foundational
Courses

©
©

Digital Guides




Foundational
Courses

Credit Union Knowledge Hub  Courses - 0 o

Hore When You Nead Us

0% € OpeningAccounts

Short courses to build a foundational
knowledge. Courses can be in video format or2coeren Welcome to this course!
or a presentation. ‘-

Overview of Opening an Account
Membership Criteria
Customer Identification Program (CIP)

Office of Foreign Assets Control (OFAC)

Savings Account Opening

Checking/Debit Card

Accounts

Micro Course

ChexSystems.

Types of Accounts

Joint Membership

Setting Up the Account (Overview)

That's it!




D i i t I 0 d
Credit Union / Account Management / Opening Accounts
t h at a re [ N J i

Opening a New Account

Updated on Aug 01, 2024

Findable Verify Prospective Member Meets Criteria
EmpIOyees can find the approDriate digital 1. Current Driver's License with Address
guide in seconds.

2.SSNORTIN

3. Meet Eligibility Requirements
Followable

.. . ) 4. $25 to open account
The digital guide stands on its own. An

employee can follow it even if it is their first

Does Prospective Member Meet the Above Criteria?

time seeing the guide.

1. Select one Option Below

Scannable

An employee can quickly scan the guide
for necessary information without needing e

to pause what they are doing.
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Run the

Find & Follow
Practice
Sessions




Trainer's
G u i d e Example: IRA

‘ Course: Overview or IRAs ‘ Length of Microcourse: 23 minutes

prepare your trainers to lead your new hire

onboarding sessions. What is an IRA?

Traditional IRA vs. Roth IRA
Requirements to set up an IRA
Lifecycle of an IRA

Required Minimum Distribution
Inherited IRA

Beneficiaries

Ownership structure

1099

Contribution Limits
Transferring an IRA

Early withdrawal

Questions to Check for Understanding

[J What's the difference between a traditional IRA and Roth IRA?

[J Who are some people who might want to set up a traditional IRA vs. Roth IRA?
[J What is an RMD?

[J What is an inherited IRA?

[J What's a beneficiary?

[J What is meant by ownership structure?

[J What is a 1099?

[J What's a contribution limit?

[J What is meant by transferring an IRA?

[J What is early withdrawal?

2 K R R R R 2

Activities to Practice Finding Guides in Knowledge Base

[J How to differentiate between ROTH and Traditional IRAs
[J How to set up an inherited IRA




Training Program

Foundational Courses

Share short foundational course.
Hold discussion and answer
questions.

Digital Guides

Introduce digital guides and
explain how to use them.

Practice Activities

Use realistic scenarios to
role-play different situations
where new hires practice using
digital guides.



Real Results

87% 75% 90% 79%

Reduction in Reduction in time to Reduction in Reduction in new
onboarding time proficiency cross-training time employee attrition
during training



Testimonial

Julia Monts

Vice President of Member Services, Via Credit
Union

ScreenSteps has been an invaluable tool for ViaCU, streamlining all
our information into one easy-to-use database. Initially apprehensive
about the transition, | found the entire process to be well-organized

and straightforward from start to finish.

* % Kk k Kk



Submit your

questions




Find & Follow

How to learn more:

Get your copy on Amazon
(available in Kindle, paperback, and audio)

@ Take our free 30-minute course
@ Download our free Find & Follow playbook

Reduce Supervisor Burnout &

by Transferring Knowledge Faster

Greg DeVore &
Jonathan DeVore

kindle

FOLLOW

Reduce Supervisor Burnout &

Improve Em,

by Transferri

ployee Performance
ing Knnwledge Faster

Greg DeVore g
Jonathan DeVore







Contact Us

greg@screensteps.com Set up a demo account

Try out the foundational courses in the
ScreenSteps knowledge ops platform.

ja@screensteps.com

Develop a plan

Develop a plan for implementing
mini-courses and practice activities in
employee training.

Get your questions answered

Will this work for your financial institution?
Meet with Greg or Jonathan to discuss your
institution's situation.




Thank You




