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Ah, the joys of happy thoughts 
… like the smell of fresh coffee, the 
color of springtime flowers, a bowl of 
chocolate anything, the first pitch on 
opening day, the sight of a clearance 
sale sign on designer suits, the e-mail 
about that compliance training session 
next week, and … wait just a minute! 
Who said compliance training was 
allowed in this list of glorious things? 
This is not at all like the “Top 10” plays 
of the day on ESPN’s Sports Center—
this is more like the top 10 list on Late 
Night with David Letterman! 

More than likely this is what any 
person responsible for training will 
brace him- or herself to hear when 
walking through the bank after send-
ing that e-mail about the upcoming 
training session. You know the one 
where you send the e-mail with the 
date, time, location, materials, and 
topic and you think, “Who said all the 
employees have to collectively grum-
ble, ‘Compliance training at 8:00 in the 
morning? I would rather stab myself in 
the eye with a fork.’” 

Well, OK, maybe they don’t say it’s 
that bad, but most bank employees do 
dread compliance training. Why is this? 
Have we really had “Helga the Hor-
rible” or “Tom the Torturer” providing 
these training sessions? Possibly, but 
more likely the trainer simply didn’t 

utilize the options available to soften the 
blow, so to speak, of the usual training 
session. Of course this is not fair for 
the current trainer (you), but a recent 
informal survey of other compliance 
training “survivors” may shed some 
light on what our students dread the 
most and help us identify at least a few 
ways to prevent flashbacks from coming 
to your students before, after, or heaven 
forbid during these required sessions.

We could look at it this way: Com-
pliance training is a necessary evil. Our 
examiners like to know that all bank 
employees in all areas of the bank are 
being tortured, I mean trained, on a 
regular basis. With all of the regula-
tory changes coming up in 2009 and 
beyond, this expectation will not di-
minish any time soon, but will likely 
increase as it has continued to in recent 
years, avalanche-style. All of the regu-
lators we have ever spoken to say they 
are usually happy to receive copies of 
training session sign-in sheets, Power-
Point materials, hand-outs, and testing 
results, but does this documentation 
really indicate the sessions’ effective-
ness? I think we can all agree that it 
doesn’t always. A training session with 
Meg Sczyrba, your previous trainer, 
covered regulator expectations in de-
tail and offered some ideas on beefing 
up our muscle in this area. 

Our Survey Said … 
We know we need to document our 
training files well, but obviously the 
ultimate goal is to make sure that the 
training sticks in the first place. How 
do we do this? By making the training 
effective, obviously, but what works 
for one person doesn’t always appeal 
to the masses. What does appeal to the 
masses? What doesn’t? 

We recently took a survey to find 
out what burning issues our students 
dread the most or want to see ad-
dressed in different ways. Our contes-
tants include representatives from the 
following positions: loan officer, bank 
regulator, human resources director, 
bank president, loan administrator, 
teller, and compliance officer (they 
have to attend a bit more of this com-
pliance training and they apparently 
have some very strong opinions). It 
was amazing how many respondents 
answered one question with another 
question; those responses remain as 
part of the control group of answers. 

Our pollsters came back with a con-
densed version of the top 10 answers to 
two training-related questions:

Question 1
“What is the one thing you dread the 
most when you hear there is a live com-
pliance training session coming up?”

Answers
The training will be too long, and 1.	
it will be boring.
I don’t want to be called out in the 2.	
session or be embarrassed.
That the session won’t have 3.	
snacks.
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Top 10 Answers to  
Two Training Questions

WWelcome back to the Training Room. It is kind of early in 
the morning for today’s workout, and it might take little longer than usual 
to wake up this time, since some of us may have been hibernating a little 
more than we should during the off-season. The last session dealt with 
fair lending, which is always a hot topic, especially in the winter months. 
Now we need to get ready for spring training, so here goes with some 
positive springtime thoughts: 
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This session will be boring—please 4.	
make it more entertaining. 
That the class will need more breaks.5.	
That it will need more interaction 6.	
with the students.
I hate when the training is not 7.	
targeted to the audience.
Why do we have to take a test?8.	
I dread that the presenter will be 9.	
monotone and that I will go to sleep.
I can read the PowerPoint slide—10.	
don’t read it to me.

Question 2
“What is the one thing your bank’s train-
ing department could do differently to 
make the sessions more effective?”

Answers
Give me real, live examples of 1.	
where I can actually use this train-
ing in my job.
Where is the food?2.	
Have more Q&A sessions during 3.	
and after the session.
Have more games.4.	
Include fill-in-the-blanks or word 5.	
games.

Have candy prizes. (This was ac-6.	
tually one of the most common 
answers to both questions.)
Teach using the actual disclosures 7.	
or documents that we will use in 
real life.
Include key operational or depart-8.	
mental folks in the hands-on part 
of the session who can help present 
a specific part of the session they 
are expert in.
Give “cheat sheets” or real-life sce-9.	
narios to help apply what we just 
learned.
Use more stories to get a compli-10.	
ance point across.

Softening the Blow
Let’s look at several ways to soften the 
blow of addressing the issues raised by 
the survey questions and at the same 
time enhance the effectiveness of your 
in-house training. We have had a couple 
of years’ worth of great columns from 
Meg on many aspects of training and 
might cover some of those sugges-
tions again, but before we can provide 
that wonderful customer service to 
our internal customers (the other bank 
employees, officers, directors, etc.), we 
must first listen to their complaints. 

Does this mean we need to have a 
“consumer complaints process” just 
for employees when it comes to train-
ing? Not necessarily, but we do need 
to be mindful of what our “customers” 
need from us in the manner in which 
we present material. We need to get 
to the complaints of the students that 
we have first, and then we can tackle 
the resolutions next. What works well 
for one group of employees at one 
organization may not work as well for 
another group, so stay flexible and be 
willing to change your presentation 

style as you become aware of your 
students’ likes and dislikes. 

For example, if you have a 
group that you know for a 
fact does not do well with 
PowerPoint sessions, do a 
short segment of slides, 
then stop and do a short 
game or have a short role-
playing session in a smaller 

group. This may help wake 
folks up, while also taking the 

pressure off of them if they are 
terrified of standing up in front of a 
large group of other employees.

Obviously, distractions like candy, 
small toys, or other gadgets can be 
helpful for those fidgety folks who are 
used to multitasking and just can’t sit 
still and stare at you or a screen for an 
hour. Have frequent breaks when pos-
sible for folks to get more coffee, go to 
the restroom, check e-mail, etc., if it is 
necessary. In a shorter session this may 
be more disruptive than helpful and 
you may not be able to round every-
one back up if you only have a small 
amount of material left to cover. 

One of the first things to think 
about when addressing a topic that has 
been presented in previous training 
sessions is to not repeat the same-old 
same-old. We shouldn’t kid ourselves 
into thinking that employees won’t be 
at least mildly offended if they see the 
same PowerPoint slides year after year, 
even if the regulation or your policies/
procedures haven’t changed. Always 
try to freshen up the material. This can 
be a challenge, especially if you got it 
right the first time. 

Are We Still Awake?
Try to think of visual aids that would 
help you stay awake in a training ses-
sion. One option is to incorporate 
streaming video, providing a visual 
break from staring at you or squint-
ing at static slides from the back of 
the room. If every once in a while you 
splash in some entertainment, even 
of a nonbanking kind, this will be 
appreciated. I can think of several ses-
sions where those masked and caped 
“Superheroes of Training” have totally 
detoured from banking altogether and 
had a group laughing so much that the 
endorphins were flowing and everyone 
was happy and all was good in life. And 
after that, the trainers redirected every-
one’s attention to the original topic. 

A note of caution: the topic can’t be 
too humorous because you might have 
a few students who for whatever rea-
son can’t bring themselves back to the 
task at hand and become just too silly 
to go on unassisted. If that happens, 
you could have one or two students 
who are now more distracting than 
they were when they were dozing. 

Another option to consider might 
be doing additional research for those 
numbers junkies in your audience who 
wonder what really happens to those 
noncompliant banks you always talk 
about. Hearing about “those other 
banks,” even in their own market, that 
were publicly chastised for noncom-
pliance reminds the audience that the 
training is intended to prevent the abso-
lute worst-case scenario from happening 
in your institution. Real-life examples of 
something gone wrong can reach the 
segment of your audience that thinks, 
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“Good grief, we don’t want to do that 
either.” Of course this approach should 
be balanced with “Of course we would 
never do this, but be aware that regula-
tors are looking for this here too.” 

Do Your Own Survey
There were only two questions in our 
survey, yet the answers were not only 
eye-opening but also as varied as the 
individuals who participated and the 
organizations in our readership. We 
have provided generic survey ques-
tions, but don’t be afraid to have a pre- 
or post-training survey of your own 
with more specific areas to focus on. 
An e-mail survey with just a couple of 
quick multiple-choice questions could 
help you make decisions about two eas-
ily changed aspects of your program: 
your budget and your teaching style. 
Remember to pick the brains of your 
counterparts at other organizations, 
even nonbanking ones. Most industries 
are required to provide some type and 
level of training on topics ranging from 
the Americans with Disabilities Act to 
sexual harassment, and these training 

programs share some of the same chal-
lenges when it comes to effectiveness. 

Relax and Have Fun!
The answers to our survey probably 
weren’t a surprise; likely you have 
heard them all yourself. Our job as 
trainers is just to be mindful of the 
never-ending challenge of present-
ing our subject matter in memorably 
informative way. The best compliment 
a trainer can receive is, “I remember 
when you did that session about [fill 
in the blank] from last year and I loved 
it!” Don’t we all live for those moments 
when we know our students enjoyed 
the session and learned the material? 

Remember that it is OK to lighten 
up and have fun while presenting your 
material. There are plenty of opportu-
nities to present the heavy and serious 
topics, but the method of getting the 
message across doesn’t always have to 
be serious all of the time. Relax and 
have fun along the way, and perhaps 
your students will too. Time to cool off 
now—where are my remote control 
and chocolate?  � BC
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