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High-Level Learning Strategy
Transaction Services: Creating Digital First Services
Course Overview
Course Goal

Teach learners how to analyze, validate, and offer XYZ Transaction
Services as a solution for XYZ’s large banking customers that are
struggling to modernize legacy siloed channels around the aging core
banking systems. XYZ Transaction Services is designed to support
rapidly changing channel demands for banks and to create a more
integrated and consistent experience for their customers. The goal is to
position XYZ Transaction Services as a solution to:
• Make customer interactions and transactions simple and
frictionless.
• Lower costs and increase efficiency.
• Allow customers to adapt to changing business demands.

Audience

The target audience is North American banking salespeople that work
with Top 60 Accounts.

Course
Deliverables

Develop a training course that…
• Explains the strategy for XYZ Transaction Services, what we
currently offer today, and what to expect moving forward.
• Uses case studies, use cases, and scenarios to provide learners
with an opportunity to practically apply the analyze, validate,
and offer steps from the XYZ Sales Process Map for XYZ
Transaction Services.
• Contains multiple onramp scenarios, including proof of concept
designs to help customers see how XYZ Transaction Services can
be a viable solution for their business.
o Reinforce the foundation for our sales on modern software
architectures and strategies.
o Explain how using XYZ Transaction Services improves
business process workflow.
o Discuss how XYZ Transaction Services enhances both the
bank and customer experience.
o Show how our solution aligns with their IT strategy.
• Allows learners to build a value prompter as they progress
throughout the training course.
• Discusses the propose and close steps from the XYZ Sales Process
Map at an awareness level for XYZ Transaction Services.
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Course
Deliverables
(cont.)

Final deliverables include:
• PowerPoint Presentation (w/notes)
• Participant Guide
• One-Page Pre-work Document that provides contextual
information about XYZ Transaction Services

Course
Length &
Requirements

6 hours (excludes lunches and breaks)
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Course Design
Outline
Learning
Objectives

At the end of this training course, learners should be able to:
• Explain the strategy for XYZ Transaction Services, solutions that we
currently offer today, and what to expect tomorrow.
• Analyze, validate, and offer XYZ Transaction Services as a solution
for qualified XYZ banking partners.
• Finalize an XYZ Transaction Services value prompter and use it to
propose services to qualified customers.
• Apply the information learned about the propose and close steps in
the XYZ Sales Process to XYZ Transaction Services.

Course
Agenda

This course is divided into eleven modules:
Topic
Module 1: Course Overview
Module 2: Business Issues
Module 3: Software Architecture
Module 4: Branch & Transact
Module 5: Imaging
Module 6: Prestage
Module 7: Light Weight Orchestration
Module 8: Competition & Pricing
Module 9: Propose, Close & Tracking Transactions
Module 10: Tools & Resources
Module 11: Course Summary
Estimated Total Time
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20 minutes
50 minutes
30 Minutes
90 minutes
45 minutes
30 minutes
30 minutes
30 minutes
45 minutes
10 minutes
10 minutes
6 hours
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Module 1:
Course
Overview

Learning Objectives:
By the end of this module, learners should be able to:
• Explain what XYZ Transaction Services is at a high-level and
describe how it can help customers.
• Describe how the XYZ Sales Process and Value Selling Models align
to XYZ Transaction Services.
Suggested Design:
• Facilitator introduces him/herself and any co-facilitators.
• Complete an interactive and fun icebreaker activity to start the class.
• Review and elicit learning objectives from the participants.
• Explain what XYZ Transaction Services is and why it is a benefit to
XYZ banking customers. To introduce the topic:
o Show the XYZ Transaction Services external customer video as an
opener (2-3 minutes).
o Conduct a panel discussion with key XYZ Transaction Services
team members where they share information and answer
questions.
§ XYZ Transaction Services is a digital platform that contains a
suite of banking service categories under one umbrella.
§ Examples of solutions include in branch, mobile, and ATM
banking.
§ Discuss customer problems at a high-level and explain how
XYZ Transaction Services can help.
o Review the XYZ Transaction Services strategy information from
the pre-work assignment as reinforcement.
• Explain how the XYZ Sales Process and Value Selling Models align to
XYZ Transaction Services. Provide examples to reinforce current
knowledge and connect new information.
• Participants will complete the pre-work that follows:
o XYZ Overview (30-minutes)
o Technology Primer (60-minutes)
o Review abstract about XYZ Transaction Services
§ Provides a general overview of XYZ Transaction Services.
§ Describes the XYZ Transaction Services strategy.
§ Reviews solutions currently offered today, and what to expect
tomorrow from XYZ Transaction Services.
Estimated Duration: 30 minutes
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Module 2:
Business
Issues

Learning Objective:
By the end of this module, learners should be able to:
• Identify executive-level business issues that banks face driving the
need for XYZ Transaction Services.
• Determine customers that would benefit from XYZ Transaction
Services.
Suggested Design:
Group Activity: Identify Prospect Concerns
Learners will complete the activities that follow:
1. Develop a list of executive-level business issues to determine
customers that would benefit from using XYZ Transaction Services.
Examples include:
Business Issue
Lacks
Integration &
Efficiency
Outdated
Technology

Mobile Apps &
ATM Systems
Lacks selfservice options

Description
Banks need to provide more seamless and
integrated experiences for customers to drive
growth, lower costs, and improve efficiency.
Branch and ATM channels are siloed, with
expensive and inflexible technologies that
create fragmented customer experiences and
are costly to run and support.
Banks have challenges with digital mobile
apps and ATM systems. They need greater
teller efficiencies for a digital-first approach.
There is high customer demand for selfservice options such as mobile banking,
cardless options, prestaging, and
transactions at an ATM or teller.

2. Based on the business issues identified, develop a list of customers
that might benefit from using XYZ Transaction Services.
3. Select two (2) customers from the list and identify at least one (1)
problem they have that XYZ Transaction Services solves. Pinpoint
other issues along the way to sell additional services.
Facilitator reviews an overarching list of customer issues and any
additional benchmark data.
Estimated Duration: 50 minutes
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Module 3: Software
Architecture

Learning Objective:
By the end of this module, learners should be able to identify the core
categories in XYZ Transaction Services.
Suggested Design:
Provide a high-level overview of the core categories offered in XYZ
Transaction Services (i.e., branch and transact, imaging, prestage, etc.)
Estimated Duration: 30 minutes

Principal Design
Recommendations
for Each Category

The information that follows includes fundamental design
recommendations for each XYZ Transaction Services Offering module:
• Divide participants into groups based on class size.
• Assign each group one (1) XYZ Transaction Services category to
analyze, validate, and offer to a customer.
• Learners should use the Value Selling Framework and Value
Prompter to frame their presentations.
• Allow 60-minutes for the groups to prepare their presentations.
• Provide an additional 30-minutes for each group to share their
findings.
• Offer an incentive for the group who delivers the best presentation.
• Use examples in current slide presentations to develop the scenarios.
Important: Emphasize that the analyze, validate, and offer steps are for
diagnostic purposes ONLY. Participants should not mention services until
they make an actual offer in the propose and close steps.
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Module 4:
Branch &
Transact

Learning Objectives:
By the end of this module, learners should be able to:
• Explain the capabilities of this Service Category to facilitate
banker/customer interactions.
• Analyze, validate, and offer Branch & Transact microservices for
branch and ATM transactions.
• Discuss the siloed customer transaction process that exists today and
how XYZ Transaction Services can help.
• Explain how to propose XYZ Transaction Services to offer a more
balanced solution for the bank.
• Complete a case study that combines these steps in the sales process
with XYZ Transaction Services.
Suggested Design:
IMPORTANT: Learners should NOT make an offer until they
reach the propose and close steps.
Analyze (Validate Problem)
• What problems is the customer having with their current software
infrastructure when it comes to managing the branch and
transactions?
o Discuss problems they have in branches and at ATMs such as
aging teller systems, ability to converge ATM/Teller, or ATM
switch replacement.
• Use Open-Probe-Confirm (OPC) Questions to assess the situation.
o Identify Top 5 Questions to Ask Customers.
o Discuss types of answers to expect from customers, and how to
interpret them to determine if they are a viable prospect for XYZ
Transaction Services.
o Confirm if your assessment is correct with the customer. Ask OPC
questions.
Offer (Solution & Value)
• What solution should you offer the customer based on the analysis?
• What is the benefit to the customer?
Propose
• Briefly explain the details of the solution offered to the customer.
• Review the lifecycle management/roadmap for XYZ Transaction
Services once defined.
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Module 4:
Branch &
Transact
(cont.)

Case Study: Branch & Transact
Include a case study for the Branch & Transact step that lets the
learners practice the analyze, confirm, validate, and offer steps in
the sales process.
Estimated Duration: 90 minutes

Module 5:
Imaging

Learning Objectives:
By the end of this module, learners should be able to:
• Analyze, validate, and offer imaging services to a customer.
• Complete a use case based on the information learned about imaging.
Suggested Design:
• Explain the solution and what imaging means, and why banks use it.
• Discuss imaging benefits for customers.
IMPORTANT: Learners should NOT make an offer until they
reach the propose and close steps.
Analyze (Validate Problem)
• What imaging problems is the customer having with their current
system?
o Twenty-five percent of the top U.S. banks do not have imaging
capability in their branches. RDC systems are old, and banks
want to converge and modernize these systems.
• Use Open-Probe-Confirm (OPC) Questions to assess the situation
o Identify Top 5 Questions to Ask Customers.
o Discuss types of answers to expect from customers, and how to
interpret them to determine if they are a viable prospect for XYZ
Transaction Services.
• Confirm if your assessment is correct with the customer. Ask OPC
questions.
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Module 5:
Imaging (cont.)

Offer (Solution & Value)
•
•

What solution should you offer to the customer?
What is the benefit to the customer?

Exercise: Use Case
Include a “use case” based on the information learned about imaging.
Estimated Duration: 45 minutes

Module 6:
Prestage

Learning Objectives:
By the end of this module, learners should be able to:
• Analyze, validate, and offer XYZ Transaction Services Prestage services
to a customer.
• Complete a use case and explain what customers should expect from the
initial proof of concept.
Suggested Design:
• Explain the onramp and what prestage means.
• Explain why banks do it.
• Discuss prestage benefits for customers.
• Use scenarios to frame the prestage exercise.
IMPORTANT: Learners should NOT make an offer until they reach
propose and closest steps.
Analyze (Validate Problem)
• What prestaging problems is the customer having with their current
system?
o Customer wants to explore new digital-first customer experiences.
o Focus areas: software capability; cash/coin; FX, money drafts; mobile
phones; and faster queues in the branch.
• How does XYZ Transaction Services help?
• Use Open-Probe-Confirm (OPC) Questions to assess the situation
o Identify Top 5 Questions to Ask Customers
o Discuss types of answers to expect from customers, and how to
interpret them to determine if they are a viable prospect for XYZ
Transaction Services.
• Confirm if your assessment is correct with the customer. Ask OPC
questions.
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Module 6:
Prestage
(cont.)

Offer (Solution & Value)
• What solution should you offer the customer based on the analysis?
• What is the benefit to the customer?
Exercise: Use Case & POC
Include a “use case” based on the information learned about prestage and
explain what the customer should expect from initial proofs of concept (POCs):
•
•
•

Click & Collect: Customers prestage orders and goes to a teller line to pick
them up. The orders are available the same day.
Buy Now: Make cash and coins available for customers to pick up.
Smart Lockers: Locker systems located inside branches. Coming in 2020.
Currently in early planning stages

Estimated Duration: 30 minutes
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Module 7:
Lightweight
Orchestration

Learning Objectives:
By the end of this module, learners should be able to:
• Explain the API toolkit and its role in the XYZ
Transaction Services solution.
• Describe why the tool is valuable for banks.
Suggested Design:
Exercise: Product/Services List
Develop a list of microservices and services to
recommend to one (1) of the customers that you
identified earlier.
Estimated Duration: 30 minutes

Module 8: Propose
and Close

Learning Objectives:
By the end of this module, learners should be able to:
• Explain the propose and close steps for XYZ
Transaction Services at an awareness level.
• Develop an offer.
• Track opportunities salespeople may encounter as
they sell XYZ Transaction Services.
Suggested Design:
Exercise: Product/Services List
Develop a list of specific products and services to
recommend to one (1) of the customers that you
identified earlier.
Close the Sale
Talking Points:
XYZ Transaction Services has cloud-based technologies
that are unique:
•

•
•
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Cloud Scanning Capability: Capture images and
print receipts (e.g., turn a physical check into an
image).
Discuss other capabilities included under the XYZ
Common Services umbrella.
Review the lifecycle management/roadmap for XYZ
Common Services once defined.
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Propose & Close
(cont.)

•

•

•
•
•

Explain how to put the XYZ Transaction Services
offer together, price it, and what a real engagement
situation might look like with a customer.
Explain the 2-3 year transaction process for XYZ
Transaction Services.
o How does the process work?
o What should customers realistically expect
from each phase of the process?
o Explain how this phased approach benefits the
customer.
Ask for the sale and close the deal.
Provide an overview of how to enter and track XYZ
Transaction Services opportunities.
Discuss any best practices that might be useful.

Estimated Duration: 45 minutes

Module 9:
Competition &
Pricing

Learning Objective:
By the end of this module, learners should be able to
explain the pricing approach and strategy for XYZ
Transaction Services.
Suggested Design:
•
•

Provide an overview of the new pricing approach
based on microservices.
Discuss any best practices that might be useful.

Estimated Duration: 30 minutes
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Module 10: Tools &
Resources

Learning Objective:
By the end of this module, learners should be able to
access XYZ Transaction Services resources and tools.
Suggested Design:
•
•

Provide a list of supporting materials and tools that
learners can use for XYZ Transaction Services.
Develop a contact list for XYZ Transaction Services.
Suggestions include:
o
o
o
o
o

Andy Doe
Marina Doe
Owen Doe
SW Sales Specialists/Presales
Product Manager for each of the specific onramps
in XYZ Transaction Services

Estimated Duration: 10 minutes

Module 11:
Course Summary

Learning Objective:
At this time, learners should be able to:
• Explain XYZ Transaction Services categories to a
customer.
• Complete the analyze, validate, and offer steps in the
sales process for XYZ Transaction Services.
• Describe the propose and close steps for XYZ
Transaction Services at an awareness level.
Suggested Design:
•
•
•
•

Review the course summary.
Closeout any items on the parking lot or action-items
chart.
Discuss next steps.
Thank the participants for attending.

Estimated Duration: 10 minutes
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Project Risks
RISK
SCOPE CREEP

DESCRIPTION
Uncontrolled changes and
continuous growth inflating the
scope of the project.

MITIGATION
The scope of the project must be approved
and signed off on by the project sponsor or
primary stakeholder before inception.

Assumption: The project sponsor and
primary stakeholder acknowledge that
changing the scope of the project may include
adjusting project timelines and adding
additional resources (if necessary).
LACK OF CHANGE
MANAGEMENT
PROCESS

Change management at the
organizational and
departmental level is critical to
project success. Otherwise, the
project has limited visibility,
especially when it comes to
implementation and
deployment.

Identify partners to assist in the change
management process. These partners can
also help with marketing, implementation,
and deployment if needed.

CHANGE
MANAGEMENT
OVERLOAD

Many change requests
dramatically raising the
complexity or allotted time to
complete the project.

If time is a priority, change requests are
completed for need-to-know information only.
Include nice-to-know details in a later
iteration.

INACCURATE
CHANGE
PRIORITIES

Non-essential changes are
prioritized impacting critical
schedules.

If time is a priority, change requests are
completed for need-to-know information only.
Include nice-to-know details in a later
iteration.

TIME
MANAGEMENT

Content reviews and feedback
not completed timely causing
project delays and adjustments
to the timeline. Stakeholders
and subject matter experts not
attending meetings as
scheduled.

Complete comprehensive in-person or online
SME sessions to review the content sectionby-section. This process is more tedious but
effective when it is challenging for SMEs to
meet content review deadlines.

COMMUNICATION

Impacted individuals not being
kept informed about the
project.

Keeping the target audience abreast of what
is happening with the project is essential, so
having a communications plan is critical.
When you communicate, it reduces resistance
to the impending changes. It also gives the
target audience a chance to adequately
prepare and adjust their schedules to
complete the course work on time.
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Project
Stakeholders
EXECUTIVE SPONSOR
Julie Doe
PROJECT MANAGER
Julie Doe
SUBJECT MATTER EXPERTS
Andy Doe
Owen Doe
Marina Doe
Andrew Doe
Jon Doe – Branch & Transact
Judy Doe – Imaging
Martin Doe – Prestage
REVIEWERS
Julie Doe
Andy Doe
Andrew Doe
FINAL APPROVERS
Julie Doe
Andy Doe
Andrew Doe
Jon Doe –Branch & Transact
Judy Doe– Imaging
Martin Doe – Prestage
INSTRUCTIONAL DESIGNER
Latarsha Horne
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Project
Timeline
The target date to launch the course is October 7, 2019. The timeline that follows provides a
list of critical tasks and dates to complete them.
HIGH-LEVEL DEVELOPMENT PLAN
KEY TASKS

ESTIMATED
DURATION

START DATE

END DATE

Develop: High-Level Learning Design Plan

20.25 hours

08/26/19

09/03/19

Client Review & Approval:
High-Level Design Plan

2 days

09/04/19

09/10/19

Course Development

60 hours

09/10/19

10/01/19

Client Review

2 days

10/01/19

10/03/19

Final Instructional Design Edits

8-10 hours

10/03/19

10/04/19

Training Launch

0 days

10/07/19

10/07/19
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Communication
Plan
This section provides a list of suggested announcements to send to stakeholders and target
audience members about XYZ Transaction Services training. Select a specific time from the
date range, and then send the notifications.
COMMUNICATION PLAN
KEY TASKS

TIMELINE

Communication: XYZ Transaction Services
Training Date

09/09/19 – 09/13/19

Communication: What to Expect

09/16/19 – 09/20/19

Communication: Almost Here!

09/23/19 – 09/27/19

Communication: Final Reminders & Pre-Work

09/30/19 – 10/04/19
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Training
Review
Process
This section outlines the training review process and guidelines.
CONTENT REVIEW PROCESS

Final Reviewers/
Approvers

Julie Doe
Andy Doe
Andrew Doe

Number of Reviews

One (1)

Duration/Time

Two (2) days

Providing Feedback

Feedback is provided electronically via track changes or a review
form.

Approval /Sign-Off

Sign-off is considered for this project once the final review is
completed and approved. Email is sufficient for sign-off approval.

Sign-Off
Learning Project: XYZ Transaction Services: Creating Digital First Services
My signature indicates my approval of the course deliverables, content topics to be
included, review schedule, and the timeline for the project.

Executive Sponsor
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