
Why Banking Needs More From Its 
Training Than Most Industries Do 
Not many industries ask as much of their people as banking does. 
 
Think about everything your frontline is expected to know. The products. The policies. The 
procedures. A thick book of regulations that changes faster than anyone can keep up with. And 
now the digital tools you've invested millions in, which they're supposed to promote and support 
in every customer conversation. 
 
That's a heavy load. And it's exactly why training in banking is both mission-critical, and a heavy 
lift. 
 
So here's the question worth pondering. Is your learning and knowledge tech actually built for 
the weight banking puts on it? For a lot of FIs, the honest answer is no. The tools were built for 
a simpler kind of business. And banking is anything but simple. 

Why banking breaks the standard playbook 
Start with complexity. A bank isn't one business. It's a dozen businesses under one roof, each 
with its own products, rules, and risks. Your training has to cover all of it, and cover it well. 
 
Then add regulation. Your staff don't just need to know how to do the job. They need to do it 
inside a framework of compliance requirements that carry real consequences when someone 
gets it wrong. Policies and procedures aren't suggestions at a bank. They're the job. So training 
on them can't be an afterthought. 
 
Now layer on digital transformation. You're rolling out new platforms, new apps, new tools, and 
the return on that spend depends on adoption. But your staff can't promote or support 
technology they don't understand themselves. If the frontline can't confidently walk a customer 
through the mobile transaction, that investment stalls at the branch door. 
 
And there's the growth mandate on top of all of it. Your frontline isn't there just to process 
transactions. Done right, they're your best channel for deepening relationships, cross-selling, 
and growing wallet share. But that takes product knowledge and soft skills, the ability to read a 
customer and have the right conversation. Those don't show up by accident. They're trained. 
 
Now here's the part that makes all of it harder. Turnover. 
 
Banking sees a fair amount of it, especially on the frontline. Every departure resets the clock. So 
you're not training a stable workforce once. You're onboarding a moving target, over and over, 
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and every new hire is unproductive and off-message until they're up to speed. The faster and 
more effectively you can close that gap, the less turnover costs you. 
 
Add it up. High complexity, heavy regulation, constant tech change, a growth mandate, and 
steady churn. That's a training burden most industries never face. And most learning tools were 
never designed to carry it. 

What a modern learning platform has to do 
So what does it take to meet that burden? A few things the traditional LMS simply wasn't built 
for. 
 
It starts with engaging content. If training is a chore, people tune out, and none of the 
knowledge above ever makes it to the customer. Engagement isn't a luxury here. It's the 
difference between training that changes behavior and training that just gets logged. 
 
It has to teach tech. Banking's digital transformation demands training that can actually show  
staff how to use the tools, with interactive walkthroughs and simulations, not a PDF and good 
luck. When staff learn the tech the same way customers experience it, they can support and 
promote it with confidence. 
 
It has to let staff practice. Product pitches, tough service moments, compliance-sensitive 
conversations, these are skills, and skills need reps. The strongest platforms now let staff 
rehearse real customer conversations in a risk-free environment, making the mistakes in 
practice instead of in front of a customer. AI has made that kind of role-play practical to run at 
scale. 
 
It has to help you produce content fast. This might be the most underrated need of all. A bank's 
training demands are enormous and never-ending, and traditional authoring can't keep pace. 
Modern AI authoring tools change the math, letting a small L&D team turn policies, procedures, 
and product docs into finished training in a fraction of the time. When the volume is the problem, 
the speed of creation is the solution. 
 
And ideally, it extends to your customers too. The same capabilities that train your staff can 
power customer education, helping the people on the other side of the transaction use your 
tools and stay safe. One platform, both audiences, less duplicated effort. 

The bottom line 
Banking is one of the hardest industries in the world to train for. Complex, regulated, digitizing, 
growth-hungry, and always onboarding. That's not a knock on the industry. It's just the reality of 
the business you're in. 
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So the tools you use to build knowledge shouldn't be an afterthought. They should be built for 
the weight. Because in banking, your people are the product, and what they know is what you 
sell. 
 
The question is: is your training keeping up with everything you're asking your people to know? 
 

 
 
John Findlay is CEO at LemonadeLXP, an AI-powered learning and knowledge platform built 
specifically for financial institutions.  
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