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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: 668 838 884#



Slide Link

Today’s slides can be found online at:

http://bit.ly/2020-05-28-silvercloud

http://bit.ly/2020-05-28-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!



Let’s find you an answer…

3 Opportunities the 
Coronavirus Crisis 

Uncovers for Improving 

Credit Union 
Operations

May 28, 2020



Today’s Speakers

DJ Haskins
VP Strategy 

Caroline Platkiewicz
Insights Manager



SilverCloud: Deliver Better Support 

✓ Help credit unions deliver better support

✓ Automate the creation, management and delivery of knowledge 

24/7 Automated 
Customer Support

Web-Based Procedure 
Management 



2+ Months in the “New Normal”

Working from Home

Home Schooling

Social Distancing

Stay Home



Coronavirus Crisis – Impact on Banking
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To date, response geared predominantly towards 
supporting members.



Supporting Members: Communications

✓ Emails, texts, web banners etc.
✓ Temporary branch closures

✓ New hours

✓ Health & safety protocols



"All marketing efforts have 
been shifted to communicating 

with customers and the 
community, with clarification 
of bank and the measures the 
bank is instituting to address 
the challenges posed by the 

coronavirus experience." 

"Customer service is a 
priority at this point. 

Providing financial guidance 
to assist them through the 

crisis."

Source: Rivel CXlign – Banking Rapid Action Report, 
April 2020

Supporting Members: Communications



✓ Limiting in-person services
✓ ATM only

✓ Drive-Thru 

✓ Appointment Only

Supporting Members: Health & Safety



“[The most important 
metrics we are tracking are] 
Health orders/guidance to 

protect staff and customers 
– CDC, executive orders." 

"Staff safety is number one, 
with nothing close. 

Customer service is number 
two. There is no number 

three." 

Source: Rivel CXlign – Banking Rapid Action Report, 
April 2020

Supporting Members: Health & Safety



✓ Educational

✓ How-to’s

✓ Video / demos / tutorials

Supporting Members: Transition to Digital



Push to Digital = Questions…LOTS of questions

How do I…

… initiate fund transfers?

…reset my password?…setup Online Banking?

…Deposit Checks Online?



Trends in Member Inquiries



+10 Week and Beyond – Ever-Evolving

✓ Financial assistance?

✓ SBA loan qualifications?

✓ Re-opening branches?

✓ …………………………………….???



Shift in Member AND Employee Behavior

“We're not just changing 
consumer behavior, we're 

changing worker
behavior.”

- James Robert Lay

CEO Digital Growth Institute



Compressing Years of Change into Months

✓ Digital Banking

✓ Distributed Call Centers

✓ Digital Lending

✓ Remote Employees



Consequential impact not 
just on members…
Employees & internal 
operations feel it, too.

✓ LOTS of change

✓ Rapid change

✓ Constantly evolving situation

✓ Compounding consequences

✓ New rules & regulations

How do you support employees?



Significant Moderate Minimal No threat

New Research: Work Trends in Banking

Source: Financial Brand - Digital Banking Report – April 10 – May 10, 2020

✓ New opportunities for knowledge-sharing across depts. & functions
✓ Skill gaps
✓ New training is required
✓ Technology will not replace, but augment humans

FI Execs. believe there is a moderate or 
significant skills gap in their workforce72%



Consistency

Speed

Usability

The Key to adapting is KNOWLEDGE



Distribute updated info quickly & consistently

Centralize policies & procedures to enable staff to assist cross-functionally

Empower employees to access info instantly & self-serve

#1

#2

The Power of Knowledge

#3



Leverage the analytics you have.

Opportunity #1



The need for information has evolved quickly

Remote 
Work

IT Support
Employee 
Benefits

Health & Safety

Cash 
Withdrawal

Bank 
Hours

Appointment 
Only

Digital 
Support



…And continues to change daily.

Mortgage 
Payments

Loan 
Applications

Government 
Assistance

Waiving 
Fees

Re-opening 
Guidelines



Do you know 
what your 
employees 
actually 
need?



Understanding what they’re looking for

Analytics:
What are employee searching?



Understanding what they’re using

Analytics:
What are they clicking on?



Understanding what needs updating

Feedback:
Encouraging real-time feedback



Key Opportunity #1: Visibility 

Surface themes & patterns within 
and across knowledge

Make informed decisions on how to manage, 
update and improve content



What you can do now:  Leverage Google Analytics



Centralize the way knowledge is created, 

managed and delivered.

Opportunity #2



Staffing needs changed, and rapidly.



Growing Demand for Universal Bankers



Roles are shifting on the fly

"It is particularly difficult for the teller 
position, but we have personnel 

answering phone calls, assisting with 
lenders, training online and reassigning 
individuals to be responsive to customer 

inquiries and concerns."

Source: Rivel CXlign – Banking Rapid Action Report, 
April 2020



Asking a lot of 
employees, 
with little to no 
training… 

How do you 
support the 
transition?



Make knowledge universally accessible2



#1: Single Source of  the Truth

✓ Eliminates multiple 
versions

✓Makes knowledge 
accessible

✓ Ensures consistent 
member experiences



#2: Central Content Assembly Line

✓ Ensures consistency

✓ 360° feedback loop 

✓ Reviews & approvals



#3: Banking-specific Features

✓ Instant publish & unpublish

✓ Audit history 

✓ Review dates

✓User feedback

✓ Expiration dates



Opportunity #2: Single Source of Truth  

Centralize the creation, management and 
delivery of knowledge

Break down silos to empower your employees



What you can do now: Step up a task force



Make knowledge easy to find & follow.

Opportunity #3



How do you 
make 
knowledge 
easy for your 
employees to 
access?



2

“I spend 40% of my day 
answering employee 

questions because they 
can’t find answers.”

“Our procedures are 
really long and difficult 

to follow, so our 
employees make stuff 

up.”

What it sounds like:



Make information easy to find2

✓Keywords

✓Intuitive Titles

✓Categorizing info

✓Tags



Typical Employee Search for “Open new account”



…Versus Proper Titling & Keywords



Make Policies & Procedures Easy to Follow & Use2

Breaking down content 

into easy-to-follow steps 

increases its chances of 

getting used by 

558%



Example: Document vs. Step-by-Step

Vs..

37-page doc



Knowledge Insight #3: Usability  

Make information easy to find, 
follow and use.

Remove knowledge from PDFs and DOCs and 
break into individual steps.



What you can do now: Optimize Titles

Titles between 4 & 7 words get the 
greatest average number of views.

Title Example:
New Account

vs. 
New Personal Account Opening Procedure

New Business Account Offerings



What you can do now: Optimize Keywords 

A single keyword doubles the number 
of views

Keywords:
close account, account closing, account 

closure, close deposit



Leverage the analytics you have

Centralize the way knowledge is created, managed, and delivered

Make knowledge easy to find and follow 

#1

#2

3 Opportunities for Banking Operations 

#3



Install Google Analytics (or similar) on your knowledge management

Setup a content task force

Optimize titles and keywords

#1

#2

3 Actionable Tips

#3





Employee Success = Better Member Experience

“It’s about the people. 

If anything is clear after this crisis, it is that the people in the 
organization are more important to the future of work than ever 
before.”

- Jim Marous, The Financial Brand



DIY Resources from SilverCloud

Download Support Resources at 
SilverCloudinc.com



Questions?

Learn More

& 

Download Support Resources at 

SilverCloudinc.com

Contact Us
cplatkiewicz@silvercloudinc.com

djhaskins@silvercloudinc.com

mailto:cplatkiewicz@silvercloudinc.com
mailto:djhaskins@silvercloudinc.com

