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Conversations with Customers  
 
 
 

 
 
 
 
 
 
 

 
Branch managers, platform and 
universal bankers learn to lead more 
effective discovery conversations, 
expand relationships and lead 
customers along the financial  
wellness journey. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
Clarity Advantage Corporation 
is a business consulting firm. 
We help banks implement and 
execute sales strategies to 
generate more profitable 
relationships faster. Banks 
accelerate sales by focusing on 
their value propositions, 
improving sales processes, and 
boosting sales manager 
effectiveness. 

 
 

Clarity Advantage Corporation 
28B Junction Square Drive 
P.O. Box 1429 
Concord, MA 01742-1429 
978-369-4755 
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PROGRAM PURPOSE: 
Promote Financial Wellness, Improve Conversations, Deepen 
Relationships 
 
Customers want to do business with bankers who are friendly, provide 
individual attention, are knowledgeable about products and services, and 
genuinely want to help customers succeed financially. For banks, consistently 
delivering this experience to all customers can be a challenging task. 
 
Conversations with Customers helps banks build a well-defined, distinctive, 
end-to-end customer experience, where: 

§ Customers feel understood, valued, and in control.  
§ Financial Wellness is the guiding focus for all conversations. 
§ Bankers are trained to lead customers along their financial wellness 

journeys through engaging conversations, exceptional service, and 
ongoing relationships.  

 
Conversations with Customers moves bankers beyond the typical transactional 
conversation about immediate needs. We provide the education and tools to 
transition into an ongoing dialogue that builds lasting relationships. Bankers 
learn a process focused on Financial Wellness, helping customers manage 
short-term finances and plan for long-term goals:   

- Connect 
- Ask 
- Recommend 
- Expand  

 
These four steps in the CARE process reflect the Bank’s engagement with 
customers today and over a lifetime. 

 
PROGRAM PREPARATION: 

Clarity Advantage meets with bank senior managers to understand the bank’s 
retail banking strategy and expectations of branch managers and staff. A Clarity 
Senior Consultant presents an overview of Conversations with Customers 
classroom training and works with management to create specific plans for 
implementing and coaching in their districts and regions. 

http://www.clarityadvantage.com/
http://www.clarityadvantage.com/
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Learning Activities – Classroom, Coaching 

CLASSROOM 

This program can be conducted as a two-day classroom session or through a virtual offering over four half 
days. Participants complete a series of small group learning activities and discussions: 
• The Big Picture. A learning mat activity to uncover typical financial wellness challenges facing individuals 

and families. 
• Financial Wellness. An overview of financial management principles and strategies including an 

introduction to personal cash flow and the impacts of unexpected challenges to cash flow. A reflection 
activity engages participants to consider their own approaches to financial management as well as how 
they might help customers who have experienced cash flow challenges. 

• CARE Process. We introduce the Connect, Ask, Recommend, and Expand process – a consultative process 
that addresses “here and now” and also prompts a look forward at a customer’s broad financial picture. By 
engaging consistently in the consultative CARE process, bankers move from “order takers” to trusted 
financial coaches. Topics include: 

- Planning for the CARE conversation. Participants learn how to research and prepare for a customer 
meeting using a pre-meeting tool and practicing with different scenarios. 

- Connect. Participants focus on creating a welcoming and comfortable customer experience. This 
section includes activities on understanding generational differences, preferences for building 
rapport, and using appropriate transitions. The CARE Conversation Guide is introduced as a tool to 
lead the conversation, capture notes and plan for solutions. 

- Ask. We focus on understanding our customers today and then opening up conversations with 
questions about their needs, goals, and aspirations. Topics and activities include asking appropriate 
questions to clarify immediate needs; listening effectively to uncover additional cues and prompt 
customer reflection; using open, fact and confirming questions; and making transitions. 

- Recommend. Participants create bank and personal value statements to position the value the 
customer will experience with the Bank relationship. Participants learn how to present solutions to 
match immediate needs and possible needs in the future. Exercises include summarizing and 
prioritizing needs, explaining benefits of proposed solutions, referring to internal partners, 
responding to concerns, and gaining agreement on next steps. 

- Expand. The final step goes beyond saying “thank you” and entering information into the CRM. 
Participants learn to build and sustain relationships with a planned approach for contact, making 
connections, asking for introductions, and helping customers throughout their financial journey.  

• A Chance to Shine. The capstone activity is a skill practice conducted in pairs with a coach/observer, giving 
bankers the chance to immediately practice the CARE conversation. 

 

COACHING 
Consistent coaching and sustainment are critical to creating and building a well-defined, distinctive, end-
to-end customer experience. Our program includes a one-day coaching session for bank managers to 
refine skills and learn how to incorporate coaching into sales and service activity management. Our work 
includes consulting on the process, customizing tools to bank preferences, and ongoing coaching support. 

http://www.clarityadvantage.com/

