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Can You Hear Me?

• We are audio broadcasting so please plug 

in your headphones or computer speakers 

to listen in.

• If your audio is choppy or slow, you may 

wish to dial into the teleconference:

Dial: +1 (415) 655-0003

Enter access code: 665 486 300#



Slide Link

Today’s slides can be found online at:

http://bit.ly/2019-03-06-SilverCloud

http://bit.ly/2019-03-06-SilverCloud


We Encourage Questions

Use the 

Questions Box
located on the right side of 

the screen, to type your 

comments or questions.



Tell Us What You Think!

Please take our post-event survey. We 

value your feedback!
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The 6 Most Common Mistakes

1. Vague or complex titling

2. Duplicating information

3. Incorrect procedure flow

4. Putting policies & procedures together

5. Compliance confusion

6. Too long, complicated, & missing links



Tribal Knowledge  

Multiple Versions of the Truth
How it happens

Lack of version 
control (SMEs)Ver. A Ver. B

Ver. C

• Can’t find, follow or use in the moment

• Ask 3 people, get 3 different answers

2014

Old versions still 

“live”



Mistake #1
Vague or Complex Titling
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Titling – The Root Of Search

How you title your content matters.

THE FIX

• Write titles that are clear and specific, i.e. something a 7th grader could understand.

• Titles should clearly explain what action(s) you can take with this specific type of content – e.g. 
How to issue a new credit card, How to shut off a credit card

• Banks and credit unions spend hours working on policy or procedure content, but little time on 
titling. Titling directly impacts searchability and ease of understanding.

• Ineffective titling = vague or overly complex, e.g. “Cards” or “Credit Cards” 

• Such titles leave the frontline employee wondering - Am I Issuing a card? Am I closing a card? 
Am I re-printing a card? Am I shutting a card off due to fraud?
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Examples of Effective Titling

Vague / No Suggested Action

“Cards”

“Credit Cards” 

”IRA”

Specific / Explains the Action

How do I issue a new credit card?

How do I shut off a credit card?

How do I open a new IRA? 



Mistake #2
Duplicating information
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Making Changes To Processes Across Multiple Procedures

When a sub process is embedded in many procedures, changes become a challenge

• Common banking processes are housed in multiple procedures 
(i.e. verifying a member or CIP or ID Scanning, and forms)

• When these specific processes are not centrally contained within ONE version of the 
truth, making simple changes poses risks and leads to inaccurate information   

THE FIX

• Create links to specific information while housing that information in one
central place

• Make changes once and have them dynamically update everywhere
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Example Of Effective Linking 
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Centralized Content Assembly Line

Department
SME

Content 
Architect
Review

Department
SME

Department
SME

Intranet

Architecting for:

• Searchability 

• Understanding

• Next review date

• Accuracy & Approval 



Mistake #3
Incorrect procedure flow



17

Evaluating The Flow Of Your Procedures

When creating a procedure, the flow of each step is very important 

• Imagine following a recipe that has all of the ingredients and steps but doesn’t define the 
order in which to follow them 

• It becomes another friction point where employees stop being self-sufficient and start 
asking your SMEs (leading to even more versions of the truth)

THE FIX

• Break content down into individual steps within a procedure

• Have a process for testing and approving the procedures each time it changes

• Have a process for employee feedback
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The Before
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The After
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Sharonview Federal Credit Union: Case Study 

“Before we had an old master guide to which it was hard to hold people accountable.
We cleaned up the process and how it was documented and took away the excuse and
we’ve noticed for complex procedures, our exception reports have gone way down.”



Mistake #4
Putting policies & procedures together
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Separating Policies & Procedures

Biggest complaint: information is too long and overwhelming 

• Intermixing policy and procedure information within the same document makes 
it easy on the content creator, but difficult for your employees

• Harder to find and follow – can’t easily tell where one part ends and the other 
begins  

THE FIX

• Separate out policies and procedures 

• Use links to bring employees to either when the information is needed

• Enables SMEs to update both sets of information easily and accurately
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Secured Loans – Policies & Procedures
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Typical Employee Search For “Open a New Business Account”

Retail Banking

Bus_Card_Order_Form (1 pp)

Commercial 

Banking
Bus_Accounts_Orgination

(24 pp)

Compliance
Bus_Accounts_Auditing (2 pp) Deposit Ops

Bus_Account_Checklist (1 pp)

Retail Ops
Bus_Accounts_Guidelines (13 pp)

Marketing
Bus_Account_Placement

(3 pp)

Training
Bus_Accounts_HelpGuide (2 pp)
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Typical Employee Search For “Open a New Business Account”

Retail Banking

Bus_Card_Order_Form (1 pp)

Commercial 

Banking
Bus_Accounts_Orgination

(24 pp)

Compliance
Bus_Accounts_Auditing (2 pp) Deposit Ops

Bus_Account_Checklist (1 pp)

Retail Ops
Bus_Accounts_Guidelines (13 pp)

Marketing
Bus_Account_Placement

(3 pp)

Training
Bus_Accounts_HelpGuide (2 pp)

NEW REQUIREMENT* (5/11/2018)
Beneficiary Rule. (6 pages)
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How To Merge Policies & Procedures



Mistake #5
Compliance confusion
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Summarizing Compliance Language Effectively

Separate the HOW from the WHY

• Compliance is important – no argument there

• Yet sometimes compliance language becomes confusing to a frontline employee if 
they’re trying to complete a procedure

• Plus, your frontline doesn’t need all of the same information as the back office 

THE FIX

• Summarize the compliance language and link to the full text of those statements

• Separate the HOW from the WHY - what do you need them to do is most important

• Make information user specific
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The Before 

OFAC Verification
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The After

OFAC Verification



Mistake #6
Too long, complicated, and missing links
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Too Large To Understand, Too Hard To Find Answers

Use links to make policies and procedures more digestible

• When an employee needs to get information quickly the last thing they want to do is 
open a 200-700+-page manual and start sifting through to find the answer

THE FIX

• Use a single portal to centralize information, not a single document 

• Convert existing long procedures into consumable pieces of information for your employees 
to use everyday

• Use links to shorten procedures and make them easy to digest
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The Before

• 700 page manual

• Lots of overlap

• 212 individual 
procedures
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The After

• Separate 
procedures 
(i.e. business v. 
retain account)

• Separate 
steps within 
procedures
(i.e. open a new 
product in an 
existing account)
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Key Takeaways

The top tips for avoiding these 6 mistakes

Break down long, dense documents into their 
smallest, executable units

• Use clear and appropriate titles

• Ensure each step has a unique ID and can 
be updated dynamically

• Include links to additional information, 
such as longer policies and compliance 
resources

Centralize the content process

Clear title: Procedure ABC

Unique ID# - Step 1 

Unique ID# - Step 2 

Unique ID# - Step 3 

Unique ID# - Step 4 

Unique ID# - Step 5 

Links to policies & more

LINK
LINK
LINK
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Create a centralized Content Assembly Line

Department
SME

Content 
Architect

Department
SME

Department
SME

Intranet

Content 
ReviewArchitecting for:

• Searchability 

• Understanding & flow

• Next review date

• Accuracy & Approval



Tribal Knowledge  

Multiple Versions of the Truth
How it happens

Lack of version 
control (SMEs)Ver. A Ver. B

Ver. C

• Can’t find, follow or use in the moment

• Ask 3 people, get 3 different answers

2014

Old versions still 

“live”



Free Best Practices Review

Receive a highly visual report with 
ROI. Report covers the impacts of 
our Best Practices on:

• Productivity

• Experience

• Compliance risk

Key insights 
specific to your 

institution

Learn how these Best Practices impact your bank or credit union


