


LET’S TALK

• Analyze Call Volume 
   and Employee Skills

• Create Management Routines

• Create Scorecard/Dashboard 
    with Staffing Guidance

• Cultivate Customer Relationships

• Expand Customer Reach

• Create Efficiencies

• Increase Revenues

Exceed your customer’s expectations of 
service when they are unable to come into a 
branch by elevating your Call Center into a 
Digital Branch. Turn a cost center into a 
revenue generating production machine. 

OUR PROCESS

Digital Branch
aka Call Center

Contact Us Today: 1-888-797-7468   |   Visit Us Online: ExtracoConsulting.com

Financial Institutions must make the most of 
every customer interaction regardless of how 
the customer chooses to interact with us. By 
elevating the capabilities of your call center to 
match those of the physical branches, a new 
world of convenience and relationship building 
will be realized for your customers and greater 
revenues for the bank or credit union.

DIGITAL BRANCH
Mirror the Customer 
Service in Physical Branches.

SERVICES AVAILABLE:

• Develop a digital branch from scratch

• Analyze existing Call Center for elevation 
    to a Digital Branch

• Create a scorecard/dashboard for
    production/staffing monitoring/reporting

• Assess technology needs

• Determine employee skill-set needs

• Establish training routines

• Build training content and delivery methods

• Initiate customized management routines

• Review system access needs

• Conduct process/procedure review 
    for optimal functionality
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CALL CENTER TURNED 
DIGITAL BRANCH
CONVENIENCE
Time is a precious commodity and Customers 
want convenience. Mirror the service 
provided in your physical branch and 
increase customer satisfaction by allowing 
more opportunity to handle needs without 
the hassle of coming to the branch.

PERSONNEL EFFICIENCIES
Bankers can be located offsite, either in a 
centralized workforce pool or remote, and 
potentially allow the institution to extend its 
service hours cost effectively.

CULTIVATE CUSTOMER 
RELATIONSHIPS
When your agents have the same skills as your 
branch personnel, they will be able to conduct 
the same relationship building conversations 
resulting in greater customer engagement 
and loyalty.

PROTECT THE CUSTOMER 
EXPERIENCE
Nothing is more important than ensuring the 
optimal experience when a customer chooses 
to come to the physical branch. Digital Bankers 
can support the branch network when they 
possess the same skill set and serve as a floating 
pool wherever the business need is identified. 

INCREASED REVENUE
Digital Branches become production/revenue 
centers as opposed to a cost center.

EMPLOYEE SATISFACTION 
AND RETENTION
When your Call Center is converted to a 
Digital Branch, the mirrored skill set allows 
the reduction of stress on physical branches in 
need of employee support whether it be 
short-term relief for a call-out, long-term 
support for a leave of absence, or permanent 
placement when you have turnover. Floating 
responsibilities will improve the experience 
for those digital bankers that enjoy 
face-to-face interactions but do not 
necessarily want to be permanently placed in 
a physical branch.

AND MORE
A digital branch can serve as a training center 
where skills are developed in a more efficient 
and friendly manner than traditional 
on-the-job training while still producing. 
Additionally, the digital branch can serve as 
support to the branch for a variety of needs 
including, but not limited to: handling 
disputes and other lengthy processes to allow 
for efficient branch staffing; operational 
support as deemed appropriate such as limit 
increases to potentially extend service hours; 
serve as a resource for branch bankers’ 
questions; and much more.
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LET’S TALK
Customer experience and relationship building 
sales training is critical to every organization. 
Without a strategy behind your team, they are 
left to their own way of communicating your 
products, services, and cultural values to your 
customer. Are you sure their way is your way?

Learn everything we’ve learned over years of developing 
our award-winning sales model, supporting Universal 
Banker and the customer’s appropriate experience.

CX Sales Training

Sales Training | Train–the–Trainer

Training to help support your Human Resources Team, 
 Training and/or Mentoring Staff, and your Retail Sales Team.

Train-the-Trainer
Certification

Award-Winning
Sales Model

Customized
Training

Tailored
Agenda

Editable Material
Available

EACH PROGRAM INCLUDES THE FOLLOWING: PRICING:

• Two full days of training (with certification)

• Trainer’s Manual with scripted teaching guide

• Interactive participant workbook

• Training session PowerPoint

• List of recommended supplies

• Electronic files (PDFs) for all session materials

• Ice breakers/games to reinforce course content

• Role play exercises to practice the 
   skills being taught

• Facilitation best practices for 
   optimal cultural adoption

$2,499 for first attendee
$1,799 for additional attendees

ADDITIONAL OPTIONS:

$750

Two full days of training in 2 comprehensive, 
 turn-key training programs, including all materials.

Customized content including but not limited to 
 your products, services, policies, and procedures.

$1,250
Customized training material that is editable by your 
 team. Documents available in Microsoft® Word or 
  Microsoft Publisher and Microsoft PowerPoint.
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CUSTOMIZED TRAINING

Comprehensive employee awareness of 
all internal and external forces that affect 
the customer experience and how to 
manage that experience, despite the 
uncontrollable forces.

Series I | Customer Service

Series II | Sales Training
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A Superior Customer Experience

Customer service 101 can be used with 
employees new to customer interactive 
roles or as a great reminder of the basics 
for tenured employees. Everyone will 
benefit from this course that includes 
face-to-face, phone, and written 
etiquette, including handling irate 
customers and call control methods.

Customer Service Etiquette

”The customer is always right” 
including their preferred style of 
communication — teach your 
employees to recognize and adapt 
their communication to their 
customers using the DISC method, 
combined with generational 
expectations as a foundation.

Adapting Communication Style

Understanding the difference between a 
salesman and an advisor is critical to 
gaining trust and expectations. This 
training module teaches your staff how to 
move your customers through a 
step-by-step sales model focused on 
building relationships and providing 
solutions rather than selling products.

Relationship Building Model

Know the right questions to encourage 
customers to share their needs so your 
sales team provides the best solution fit 
to enable retention. This module 
supports meaningful conversations with 
customers to build greater relationships. 
It adapts proper listening skills, ensuring 
employees are recommending the best 
solutions to meet the customers’ needs 
and expectations.

Effective Profiling: A Sales Tool

This methodology equips your sales 
team to respond properly while 
successfully overcoming customer 
objections. Your team will be able to 
identify the underlying reasons for an 
objection and establish methods that 
are appropriate to negate the 
objection and steer the conversation 
back to a successful sell or referral.

Overcoming Customer Objections

Whether your sales team members have a 
natural gift for gab or are terrified by 
small-talk, our easy-to-use networking 
strategies will create a dynamic sales force 
when interacting with the community 
outside of the office.

Networking for Success

Turn basic customer service conversations 
into need defining opportunities that could 
result in additional sales or referrals.

Turning Service into Sales 

Customer loyalty should be placed on 
your sales team with whom your 
customers interact. To ensure your team 
makes the most out of every customer 
interaction, our sales tool helps your 
team create a greater bond and rapport 
with your customers while establishing 
interactive leaders.

Creating Bond and Rapport

This curriculum provides a sense of 
urgency and purpose for your sales 
team to understand all product 
solutions offered by your institution, 
not just the products they are 
personally responsible to sell.

Generating Successful Referrals 
and Product Champions
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• Maximize project timelines and avoid the stagnating 
   e�ects of change through highly e�ective Change 
   Management seminars geared to the appropriate 
   audience: Executives, O�cers, or Employees.

• Revise your hiring practices to attract and 
   hire the right employees for success in your
   new/changing model.

• Adapt/Create job descriptions to match the new skill
   sets required for any position in your organization.

• Maximize the result of your recruiting e�orts
   regardless of your local hiring pool challenges or 
   retain us to do your recruiting for you.

• Build your employees at all levels through customized 
   training programs to ensure their success.

Don’t start from scratch when
WE HAVE PROVEN RESULTS.

LET’S TALK

• Change Management Seminars

• Hiring Practices Including 
   Customized Job Designs

• Recruiting Services, Guidance
   and Best Practices

• Self-sustainable Training Services
   including curriculum development 
   available delivered to your sta� or 
   as a Train-the-Trainer Certi�cation

Do your HR practices align with your changing 
business model to ensure the greatest success 
from your e�orts, increase employee retention 
and develop a sustainable culture that 
exempli�es your mission and vision?

Human Resources

WHAT WE DO:
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OUR PROVEN RESULTS 
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CHANGE MANAGEMENT SERVICES

• Executive and O�cer Level Seminars o�ered 
   in full-day sessions addressing fundamental 
   change management principles along with
   managing and leading change responsibilities 
   and best practices.

• Employee Level Seminars o�ered in half-day
   sessions focused on fundamental change 
   management principles coupled with 
   customized WIIFM identi�cation to maximize 
   employee acceptance and commitment.

• Customized Hiring Routines including 
   interview structure, content and administrative 
   best practices.

• Job Description Review and Guidance 
   including task review, skill requirements,
   behavioral expectations and recommendations 
   to create growth opportunities through job 
   mastery assessments.

• Assessment of Recruiting Routines along  
   with market demographics to create tailored
   recruiting solutions and best practices.

• Let Our Recruiters Do The Work for you. 
   We can assist with any level employee.

HIRING AND RECRUITING SERVICES

• Create New or Enhance your existing Sales
   Culture with our behavioral training solutions: 
   Customer Service and Referral Based Sales 
   Training modules delivered by our talented 
   and engaging trainers or let us train your
   trainers to deliver.

• Comprehensive Retail Training University 
   curriculum for use with new hires, cross-training 
   e�orts and ongoing refresher training complete
   with administrative routines, success measurement 
   tools and certi�cation best practices.

• Manager/Supervisor Mentor Program to 
   ensure consistency across the branch network 
   for both the employee and customer experience 
   as well as insure the successful transition from 
   contributor to manager with all the necessary 
   administrative routines, curriculum and success 
   measurement tools.

• Leadership Development Programs include 
   options for front-line / entry-level employee
   development and corporate leadership 
   designed to develop the next generation of
   corporate leadership.

• Retainer Services to assist with curriculum 
   creation and delivery as desired by the client for 
   any initiatives or behavior support generally 
   delivered quarterly.

TRAINING SERVICES







LET’S TALK

Do you struggle with the balance between adequate 
training and costs associated with training your 
staff? Would you like to improve the results or 
increase the output of your training resources? 
Whether you have a trainer, a training department, 
or utilize on-the-job training mentors, most 
community banks and credit unions find themselves 
caught in a never ending hamster wheel of new hire 
training. Grand ideas of deeper skill development or 
programs that benefit more than newly hired 
employees go unrealized due to capacity and/or the 
costs associated with adding resources.

Efficient 
and Engaging
Training Strategy

Contact Us Today: 1-888-797-7468   |   Visit Us Online: ExtracoConsulting.com

Introducing Extraco Consulting’s BANKERSEDU L.M.S. 

We identified a gap in Learning Management 
platforms. Either the LMS is part of a larger Human 
Resources platform, which makes them pricy and 
complicated to achieve ROI, or to support truly 
engaging content the platforms are expensive, 
generally too expensive for smaller institutions.

Through BankersEdu, we offer an affordable 
option with a fully customized and branded site 
that supports the latest and most engaging forms 
of online training content. We also provide content 
development to turn your procedures and existing 
training materials into dynamic online training.

Let us help you identify what items are best served 
through online training and free up your training 
resources to focus on behavioral performance, skill 
mastery and growing the skills of your 
existing employees.

LEARNING MANAGEMENT SYSTEM (LMS) 
AND CONTENT DEVELOPMENT

WHAT YOU CAN EXPECT:

• Support and guidance by Trainers with 
   20 years of experience in Banking

• Custom Branded Site

• Fully Hosted

• Low-cost annual hosting fee with BIG Features

• On-demand maintenance/content support 
   (pay as you want/need it versus an annual fee)

• Custom content development

• Utilize content you have already developed

• Output of a Full-Time trainer for a fraction 
   of the cost

SCHEDULE A DEMO TODAY!
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ONLINE CONTENT
DEVELOPMENT

ENGAGING CONTENT
Training is pointless if it is not retained. For 
this reason, engaging interactive content is 
the key to maximizing retention by your 
employees. We utilize a robust authoring tool 
and content is built by trainers with 20 years 
of experience in the financial industry.

BEHAVIORAL AND 
SITUATIONAL SCENARIOS
Make sure your employees offer the best 
customer service and/or identify sales 
opportunities the way you want them to. 
Branching scenarios that require the employee 
to choose servicing and/or product choices can 
introduce or reinforce your service model and 
help them think through customer 
interactions to the best resolution. The sky is 
the limit. These can be quick and simple or 
lengthy and complicated with immediate 
feedback to the trainee.

TECHNICAL SIMULATIONS
Let us make a screen recording of your system 
with your procedures and we can make a 
“how to” video, a practice session where they 
actually enter the data with prompts to help 
them learn, and a testing session where they 
enter data without prompts to ensure 
understanding of the process.

INTERACTIVE CONTENT
Present information in a variety of interactive 
ways that require trainee action to move 
through the learning process. Flip cards, 
images with hot spots, video, links to activities, 
knowledge checks and much, much more.

ON DEMAND AND 
FULLY CUSTOMIZED
Our content development services are as 
minimal or comprehensive as you desire. We 
are happy to begin small with your most 
pressing needs or create a comprehensive 
program out of the gate. Let us estimate the 
development hours for your project and you 
decide what to build. We’ll guide you to the 
right balance for your budget. Retainers are 
available to build over time.

CONTENT DEVELOPMENT 
BY TRAINERS 
Our content developers are trainers from 
financial institutions. We understand what you 
need and how to present it for maximum 
effectiveness. Regardless of what you have (or 
don’t have), our team can assist you with 
building a program to meet your expectations.

QUIZZES, TESTS, AND 
COMPLETION CERTIFICATES
Prove the effectiveness of your training with 
lesson quizzes and comprehensive tests. 
Measure the success of your individual trainees 
with individual dashboards and transcripts. 
Utilize individual and group reporting. Provide 
course or unit completion certificates to 
improve employee engagement and readiness 
to interact with your customers/members.

Our online content development 
is available in multiple formats 
and compatible with most LMS’s.



























LET’S TALK

Your website plays a huge role in how successful 
your business is online. The whole point of having 
a website is so that your audience can take a 
specific action or research your product. However, 
unreadable fonts, graphic issues, and busy 
interfaces can prevent your website from 
performing at it’s peek. Let Extraco Consulting 
help.

We help businesses craft stunning sites with broad 
functionality in any field or industry. And we can 
give it a secure home that your business deserves.

Web Development 
& Hosting

SITE HOSTING starting 
as low as $50 a month.
SERVICES AVAILABLE:

• Unmetered space

• Unmetered bandwidth

• Unlimited eMail storage

• Unlimited sub domains

• Unlimited eMail accounts

• Unlimited parked domains

• Automatic site backup

• Search engine jumpstart

• Domain privacy

• SSL Certificate

• Dedicated IP

Web hosting is the service that allows businesses to 
post a website on the internet. Think of the web 
hosting as your home on the internet where your 
website and file assets are stored and secured. 
Extraco’s web hosting comes with features that help 
businesses grow, such as: publishing a website, 
creating a custom web-based app, file storage, and 
enhanced search.

WHAT IS WEB HOSTING?

If you are the owner or administrator of a WordPress 
solution, we can host your site for you. We also offer 
website maintenance plans that provide you as few as 
two hours to an unlimited amount of hours per month 
in updates or revisions to your website.

CAN I MANAGE MY WEBSITE THROUGH 
ANOTHER AGENCY?

We are a full-service agency and can provide all 
aspects of website development to hosting to paid 
digital marketing through your site. We will guide you 
through the process and provide all the moving parts. 
Just say when.

WHY SHOULD I USE EXTRACO 
CONSULTING TO HOST MY WEBSITE?

Great minds think alike.
FREQUENTLY ASKED QUESTIONS
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LET’S TALK
Congratulations! You have decided to utilize workflows 
to streamline tasks within your organization. Do you 
have the script authoring expertise on staff to achieve a 
quick Return on Investment? Is it an efficient use of time 
to develop scripts that could be purchased and quickly 
implemented, reserving your internal author’s time for 
items that are not availible?

Workflow Scripts

Our tested and performance verified scripts include tasks 
such as dispute data collection, commercial relationship 
documentation collection and digitization, account 
servicing (such as conversations, address updates, etc.), 
approval collection (such as wire transfer approvals), 
automation of support tasks (dormant reactivations, limit 
maintenance, fee refunds, etc.), and many more! 
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• Identifying and Prioritizing 
   Workflow Development

• Writing Workflow Scripts Guidance and
   Best Practice (available for EWF, RPA &
   NWC software users)

• Workflow Organization Expectation
   Management (a workshop for leadership
   and all deparments to ensure your
   project runs smoothly and set up 
   ongoing culture for continuous
   improvment utilizing workflow software)Tailored Solutions | Proven Methods | Tangible Results ™

ADDITIONAL COMPLIMENTARY SERVICES:

Net Working 
Capital (NWC)

Enterprise 
Workflow (EWF)

Robotic Process
Automation (RPA)

Extraco Consulting has a variety of workflow scripts 
available for purchase. Scripts available for these softwares:

PICK ONE; PICK FIFTY!
Jumpstart your workflow project with 
efficient ROI producing scripts and utilize your 
author costs for items that require greater 
customization to your culture and processes.

REQUEST A FULL LISTING OF 
AVAILABLE SCRIPTS WITH 
INDIVIDUAL PRICING TODAY!
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