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Generative AI Style Guide
[bookmark: _Toc222209508]How to use this guide

This document provides Generative AI style guides designed for employees to create consistent, compliant, and professional communications using AI tools. Each guide includes:
Purpose: Explains when and why to use this communication type.
Tone & Voice: Defines the appropriate writing style and emotional register.
Key Elements: Lists the essential components to include in every output.
Compliance Notes: Highlights regulatory requirements and risk considerations.
Example Prompt: Provides a ready-to-customize prompt template for your AI tool.
Do’s and Don’ts: Quick-reference guardrails to review before sending.

****Important: All AI-generated content must be reviewed by a qualified employee before distribution or use for decision making.  All usage of content produce by AI is the responsibility of the employee. AI is a drafting tool, not a decision-maker. Compliance sensitive communications requires review by the Chief Compliance Officer.****


Replace all [bracketed placeholders] with Bank specific information before using any style example.
[bookmark: _Toc222209509]Customer Welcome & Account Opening Letters
	Purpose
	Welcome new customers, confirm account details, introduce key services and contacts, and set the tone for a long-term banking relationship.

	Tone & Voice
	Warm, professional, and community-focused. Use the customer’s name. Convey genuine appreciation for choosing your bank. Avoid corporate jargon.

	Key Elements
	Customer name and account type; branch contact information and hours; overview of digital banking enrollment; mention of FDIC insurance; next steps or onboarding checklist; personal banker introduction.

	Compliance Notes
	Ensure FDIC membership language is included. Do not reference specific account numbers in full. Comply with Reg DD (Truth in Savings) disclosure requirements where applicable.




Do’s and Don’ts
	DO
	DON'T

	Personalize with customer name and account type
	Use overly formal or legalistic language

	Include FDIC membership statement
	Include account numbers or any collected PII

	Mention specific branch staff by name
	Make promises about rates or returns

	Provide clear next steps for digital enrollment
	Use generic “Dear Valued Customer”

	Reference community involvement
	Overwhelm with too many product pitches



	EXAMPLE PROMPT:
Write a warm welcome letter for a new checking account customer at [Bank Name]. Include FDIC language, introduce their personal banker [Name], mention mobile banking enrollment, and provide branch hours. Tone should feel like a neighbor welcoming them, not a corporation onboarding a number.




[bookmark: _Toc222209510]Loan Approval Notifications
	Purpose
	Notify applicants of loan approval, communicate key terms, and guide them through next steps to closing.

	Tone & Voice
	Congratulatory, clear, and reassuring. Celebrate the milestone while maintaining professionalism. Be precise about terms without being intimidating.

	Key Elements
	Borrower name; loan type and approved amount; interest rate and term; next steps and required documents; closing timeline; loan officer contact information; equal housing lender language.

	Compliance Notes
	Include Equal Housing Lender logo/language. Comply with TILA, RESPA, and Reg Z disclosure requirements. Do not guarantee final terms until closing documents are signed. Include NMLS numbers where required.




Do’s and Don’ts
	Do
	Don’t

	Lead with the good news clearly
	Guarantee final terms before closing

	State all key terms plainly
	Use complex financial jargon without explanation

	Include a clear timeline and next steps
	Omit Equal Housing Lender language

	Provide direct contact for questions
	Rush the customer with aggressive timelines

	Include required regulatory language
	Include sensitive financial details unnecessarily


	EXAMPLE PROMPT:
Write a loan approval notification for a $275,000 30-year fixed mortgage at 6.25% for [Customer Name]. Include next steps for document submission, estimated closing timeline of 30 days, loan officer contact info, and Equal Housing Lender language. Tone should be congratulatory but professional.





[bookmark: _Toc222209511]Loan Denial / Adverse Action Notices
	Purpose
	Notify applicants of credit denial while complying with ECOA and FCRA requirements and preserving the customer relationship.

	Tone & Voice
	Empathetic, respectful, and factually precise. Avoid language that feels dismissive. Acknowledge the disappointment while clearly explaining the reasons and next steps.

	Key Elements
	Applicant name; specific reasons for denial (from adverse action checklist); credit bureau used and contact info; right to obtain free credit report within 60 days; right to dispute; alternative products or next steps; ECOA notice; bank contact for questions.

	Compliance Notes
	CRITICAL COMPLIANCE AREA. Must comply with ECOA (Reg B) and FCRA requirements. Include specific reasons for adverse action. Provide credit reporting agency name, address, and phone number. Include statement that CRA did not make decision. Must be sent within 30 days of action.




Do’s and Don’ts
	Do
	Don’t

	Use specific, factual denial reasons from your checklist
	Use vague or evasive language for denial reasons

	Include all FCRA-required credit bureau information
	Make the letter feel punitive or judgmental

	Offer to discuss alternatives or credit counseling
	Omit required regulatory disclosures

	Provide clear contact information for questions
	Promise future approval

	Express genuine willingness to work with them in the future
	Include opinions or subjective assessments



	EXAMPLE PROMPT:
Write an adverse action notice for a personal loan denial for [Customer Name]. Denial reasons: insufficient credit history, debt-to-income ratio exceeds guidelines. Credit report pulled from Equifax. Include all ECOA and FCRA required language, dispute rights, and offer to discuss alternative options. Tone should be respectful and empathetic.




[bookmark: _Toc222209512]Past Due & Collections Correspondence
	Purpose
	Notify customers of past-due payments, encourage resolution, and comply with FDCPA and internal collections policies at escalating stages.

	Tone & Voice
	Firm but compassionate. First notices should be gentle reminders; later stages become more direct. Always preserve dignity and offer resolution paths. Never threaten or shame.

	Key Elements
	Customer name; account type and past-due amount; number of days past due; payment options and methods; hardship program availability; deadline for response; contact information for collections specialist; late payment consequences (factual, not threatening).

	Compliance Notes
	Must comply with FDCPA even if bank is original creditor as a best practice. Include mini-Miranda language for applicable stages. Follow state-specific collections laws. Do not disclose debt information to third parties. Adhere to internal escalation timelines.




Do’s and Don’ts
	Do
	Don’t

	Use escalating tone stages (friendly > concerned > firm)
	Use threatening or shaming language

	Always offer a path to resolution
	Disclose debt info to unauthorized parties

	Mention hardship and workout options
	Omit required FDCPA disclosures at applicable stages

	Provide multiple payment channels
	Imply consequences that aren’t factual

	Include specific amounts and due dates
	Contact at unreasonable hours or methods



	EXAMPLE PROMPT:
Write a 30-day past due reminder for a customer with a $450 auto loan payment overdue. Tone should be a friendly reminder, not a demand. Mention online payment options, offer to discuss hardship programs, and provide a direct phone number. Include language that preserves the relationship.




[bookmark: _Toc222209513]Rate Change & Account Notifications
	Purpose
	Inform customers of changes to interest rates, fees, account terms, or service modifications with appropriate advance notice.

	Tone & Voice
	Transparent, straightforward, and respectful. Acknowledge the impact on the customer. Present changes clearly with effective dates and any actions the customer should take.

	Key Elements
	Customer name; specific change being made; current vs. new terms; effective date; reason for change (if applicable and appropriate); customer options or alternatives; opt-out rights where applicable; contact information.

	Compliance Notes
	Comply with Reg DD (Truth in Savings) for deposit accounts. Follow Reg Z for credit products. Provide required advance notice periods (typically 30-45 days). Include opt-out provisions where required. Comply with CARD Act for credit card changes.




Do’s and Don’ts
	Do
	Don’t

	Provide specific before/after numbers
	Bury the key change in dense paragraphs

	Give adequate advance notice per regulations
	Use misleading language that minimizes impact

	Offer alternatives or options
	Fail to meet required notice periods

	Explain the reason when appropriate
	Omit opt-out rights where they exist

	Make the effective date unmistakably clear
	Send without compliance review


	EXAMPLE PROMPT:
Write a rate change notification for savings account customers. The APY is changing from 0.50% to 0.35% effective [date, 30 days out]. Explain the change is due to market conditions, highlight that the rate remains competitive for the region, and mention CD alternatives for customers seeking rate certainty.





[bookmark: _Toc222209514]Product & Service Cross-Sell Emails
	Purpose
	Introduce existing customers to additional products or services that match their profile and needs, driving wallet share while adding genuine value.

	Tone & Voice
	Helpful, consultative, and personalized. Position as solving a problem or meeting a need, not pushing products. Feel like a knowledgeable neighbor sharing a tip, not a salesperson making a pitch.

	Key Elements
	Customer name; specific product recommendation; why it’s relevant to them; key benefits (2-3 max); simple call to action; contact information or appointment link; unsubscribe option for email.

	Compliance Notes
	Comply with CAN-SPAM requirements for email marketing. Include unsubscribe mechanism. Do not misrepresent terms. Follow fair lending practices — offers must be consistent across demographic groups. UDAP/UDAAP considerations for marketing claims.




Do’s and Don’ts
	Do
	Don’t

	Personalize based on customer’s existing relationship
	Blast generic offers to full customer base

	Focus on customer benefit, not bank revenue
	Make exaggerated claims about benefits

	Limit to one clear call to action
	Omit required disclosures or unsubscribe option

	Include required disclosures and opt-out
	Use high-pressure urgency tactics

	Test across demographic segments for fair lending
	Cross-sell during complaint resolution interactions


	EXAMPLE PROMPT:
Write a cross-sell email to checking account customers who have direct deposit but no savings account. Recommend the bank’s automatic savings program that rounds up debit purchases. Tone should feel like a helpful suggestion from their banker, not a marketing blast. Include CAN-SPAM compliant unsubscribe.





[bookmark: _Toc222209515]Customer Complaint Resolution Letters
	Purpose
	Acknowledge customer complaints, communicate investigation findings, and present resolution while retaining the relationship and meeting regulatory expectations.

	Tone & Voice
	Empathetic, accountable, and solution-oriented. Validate the customer’s experience without being defensive. Be specific about what happened and what you’re doing about it. Show that you value their feedback.

	Key Elements
	Customer name; specific complaint reference; acknowledgment of the issue; investigation findings; resolution or remediation offered; timeline for resolution; escalation options if unsatisfied; direct contact for follow-up; sincere apology where warranted.

	Compliance Notes
	Respond within regulatory timeframes (Reg E: 10 business days for EFT errors, with provisional credit). Document all complaint handling for exam readiness. Follow UDAAP guidance — do not engage in unfair or deceptive practices in resolution. Track trends for CFPB and examiner inquiries.




Do’s and Don’ts
	Do
	Don’t

	Acknowledge the complaint specifically
	Use defensive or blame-shifting language

	Explain findings transparently
	Offer vague or non-committal resolutions

	Offer clear resolution with specifics
	Ignore regulatory response timelines

	Provide escalation paths if still unsatisfied
	Make the customer repeat their story

	Follow up to ensure satisfaction
	Dismiss the complaint as policy


	EXAMPLE PROMPT:
Write a complaint resolution letter for a customer who was charged 3 overdraft fees in one day totaling $105. Investigation shows fees were correctly assessed per account agreement, but as a goodwill gesture, reverse 2 of the 3 fees ($70). Explain how overdraft protection enrollment could prevent future occurrences. Tone should be empathetic and focused on retaining the relationship.





[bookmark: _Toc222209516]Wire/ACH Fraud Alert Communications
	Purpose
	Alert customers to suspected fraudulent transactions, guide immediate protective actions, and document the bank’s response for regulatory and legal purposes.

	Tone & Voice
	Urgent but calm. Convey the seriousness without causing panic. Be directive about next steps. Instill confidence that the bank is protecting their interests.

	Key Elements
	Customer name; description of suspected transaction (without full account details); immediate actions needed from customer; bank actions already taken; fraud department direct contact; hours of availability; reference/case number; reminder to not share account info with callers.

	Compliance Notes
	Follow BSA/AML reporting requirements for SAR filing (do not disclose SAR existence to customer). Comply with Reg E timelines for unauthorized EFT claims. Document all customer communications. Preserve evidence chain for law enforcement. Follow FinCEN guidance on cyber-related fraud.




Do’s and Don’ts
	Do
	Don’t

	Act quickly with clear, specific information
	Disclose SAR filing or investigation details

	Provide a direct fraud department phone number
	Include full account numbers in written communications

	Give specific instructions for immediate action
	Use language that causes panic

	Reassure the customer the bank is actively protecting them
	Delay communication to gather more information

	Document every communication in the case file
	Ask the customer to investigate on their own


	EXAMPLE PROMPT:
Write a fraud alert notification for a customer whose account shows a suspicious $3,200 wire transfer to an unrecognized international recipient. The wire has been held pending verification. Ask the customer to verify the transaction, provide fraud department phone number, and outline next steps. Do not mention SAR filing. Tone should be urgent but reassuring.





[bookmark: _Toc222209517]BSA/AML Suspicious Activity Report Narratives
	Purpose
	Create clear, comprehensive SAR narratives that effectively communicate suspicious activity to FinCEN and support law enforcement investigations.

	Tone & Voice
	Factual, objective, and precise. Use a journalistic approach: who, what, when, where, why, and how. No opinions, speculation, or conclusions about criminal intent. Let the facts speak.

	Key Elements
	Subject identification (name, SSN, DOB, address, account numbers); description of suspicious activity; dates and amounts; how activity was identified; summary of customer’s explanation (if any); prior SAR filings on subject; law enforcement contact (if applicable); supporting documentation reference.

	Compliance Notes
	CRITICAL COMPLIANCE AREA. Must file within 30 days of detection (60 if no suspect identified). Follow FinCEN SAR filing instructions exactly. Narrative must support the checkbox selections. Never notify the subject of the SAR. Maintain SAR and supporting docs for 5 years. Follow institution’s BSA/AML policy.




Do’s and Don’ts
	Do
	Don’t

	Follow the who/what/when/where/why/how framework
	Include opinions about criminal intent

	Include specific dates, amounts, and account numbers
	Use vague language like “suspicious” without supporting facts

	Reference how the activity was detected
	Omit key identifying information

	Note customer’s explanation or lack thereof
	File without required supervisory review

	Keep the narrative factual and objective
	Notify the customer of the SAR filing


	EXAMPLE PROMPT:
Write a SAR narrative for the following: Customer John Smith (DOB: 01/15/1980) made 15 cash deposits between $8,000-$9,500 over 30 days across 3 branches, totaling $128,000. Deposits were made in a pattern consistent with structuring to avoid CTR filing thresholds. Customer has a stated income of $45,000/year as a retail clerk. No prior SARs. Include all required narrative elements per FinCEN guidance.





[bookmark: _Toc222209518]Board Meeting Summaries & Reports
	Purpose
	Provide the Board of Directors with clear, concise summaries of operational performance, strategic initiatives, risk posture, and items requiring board action.

	Tone & Voice
	Executive-level, data-driven, and strategic. Board members are busy — lead with conclusions and key metrics, then provide supporting detail. Be candid about challenges and risks.

	Key Elements
	Executive summary with key highlights; financial performance metrics (ROA, ROE, NIM, efficiency ratio); loan and deposit growth; asset quality indicators; compliance and audit status; strategic initiative updates; action items requiring board vote; risk dashboard summary.

	Compliance Notes
	Board packages are highly sensitive and subject to regulatory review. Ensure accuracy of all financial data. Minutes and reports may be examined during safety and soundness exams. Follow internal governance policies for board reporting frequency and content.




Do’s and Don’ts
	Do
	Don’t

	Lead with key metrics and conclusions
	Bury critical information in lengthy narrative

	Use visual indicators (green/yellow/red) for status
	Present data without context or benchmarks

	Clearly identify items requiring board action
	Omit emerging risks or challenges

	Include trend data, not just point-in-time snapshots
	Use technical jargon without executive translation

	Provide candid risk assessment
	Submit without verifying all financial data


	EXAMPLE PROMPT:
Write a monthly board report technology section for [Bank Name]. Cover: Core system uptime of 99.7%, completion of cybersecurity tabletop exercise, AI working group progress on fraud detection pilot, vendor management policy updates, and upcoming FFIEC cybersecurity assessment prep. Format for a board that appreciates concise, action-oriented reporting.





[bookmark: _Toc222209519]Regulatory Exam Preparation Documents
	Purpose
	Prepare comprehensive response packages, self-assessments, and readiness documentation for state and federal regulatory examinations.

	Tone & Voice
	Thorough, factual, and organized. Demonstrate competence and transparency. Examiners appreciate well-organized information that directly addresses their areas of focus.

	Key Elements
	Exam scope and type identification; organizational chart and key contacts; policy and procedure index; prior exam findings and remediation status; self-assessment of each regulatory area; supporting documentation organized by exam module; management response templates.

	Compliance Notes
	Align preparation with the specific examination type (Safety & Soundness, Compliance, BSA/AML, IT/Cybersecurity, CRA, Trust). Reference applicable FFIEC guidance and examination manuals. Ensure all prior MRAs and MRIAs have documented remediation. Coordinate across departments.




Do’s and Don’ts
	Do
	Don’t

	Organize by examination module or CAMELS component
	Wait until the exam is announced to prepare

	Document remediation of all prior findings
	Hide or minimize known issues

	Include self-identified issues with corrective action plans
	Provide disorganized or incomplete documentation

	Prepare a dedicated exam room with organized materials
	Let staff speak to examiners without preparation

	Designate point persons for each exam area
	Fail to track examiner document requests



	EXAMPLE PROMPT:
Create an exam preparation checklist and cover memo for an upcoming FDIC Safety & Soundness examination. Include sections for capital adequacy, asset quality, management, earnings, liquidity, and sensitivity to market risk (CAMELS). Reference status of prior exam findings. Format as a professional memo from the CIO to the executive team.




[bookmark: _Toc222209520]Internal Policy Change Communications
	Purpose
	Announce policy changes to employees clearly, explain the rationale, and ensure understanding of new expectations and effective dates.

	Tone & Voice
	Authoritative but accessible. Employees need to understand both the what and the why. Avoid bureaucratic language. Make it easy to identify what’s changing and what they need to do differently.

	Key Elements
	Policy name and number; what is changing (specific before/after); why the change is being made; effective date; who is affected; training requirements; where to find the updated policy; who to contact with questions; acknowledgment requirement.

	Compliance Notes
	Document distribution and employee acknowledgment for compliance audit trail. Ensure policy changes align with current regulatory requirements. Allow adequate time between announcement and effective date for training. Version control all policy documents.




Do’s and Don’ts
	Do
	Don’t

	Clearly state what is changing and why
	Announce changes without adequate lead time

	Provide a specific effective date
	Use overly legalistic language employees won’t read

	Include a brief FAQ for common questions
	Fail to explain the business rationale

	Link to the full updated policy
	Skip the training or awareness component

	Require and track employee acknowledgment
	Distribute without leadership alignment


	EXAMPLE PROMPT:
Write an internal communication announcing updates to the Acceptable Use Policy for AI tools. Changes include: approved AI platforms (Claude, Copilot), prohibited uses (customer PII input, credit decisions), required disclosure when AI-assisted content is used externally, and mandatory training completion by [date]. Audience is all employees. Tone should convey this is about responsible innovation, not restriction.





[bookmark: _Toc222209521]IT Incident & Outage Notifications
	Purpose
	Communicate system incidents, outages, and resolutions to appropriate audiences (staff, customers, or both) with clarity and appropriate urgency.

	Tone & Voice
	Direct, factual, and calm. Internal notifications can be more technical. Customer-facing messages should be simple and reassuring. Provide ETAs when possible and update frequently.

	Key Elements
	Incident description (non-technical for customers); affected systems or services; start time and estimated resolution; workarounds available; status updates and frequency; resolution confirmation; root cause (for internal post-mortem); preventive measures taken.

	Compliance Notes
	Follow the bank’s Incident Response Plan and escalation procedures. Document per business continuity and disaster recovery requirements. For cyber incidents, follow FinCEN, SEC, and state notification requirements. Comply with the Computer-Security Incident Notification Rule (36-hour notification to OCC/FDIC/FRB for significant incidents).




Do’s and Don’ts
	Do
	Don’t

	Provide timely initial notification even with limited info
	Delay notification while investigating

	Update at regular intervals during the incident
	Provide overly technical details to customers

	Offer workarounds when available
	Make promises about resolution times you can’t keep

	Confirm resolution clearly when complete
	Forget to send the “all clear” message

	Conduct and share post-incident review findings
	Skip the post-incident review



	EXAMPLE PROMPT:
Write three versions of an outage notification for online banking being down for 2 hours: (1) Internal IT staff — technical details, (2) All employees/branch staff — talking points for customer inquiries, (3) Customer-facing — posted on website and social media. Each should be appropriate for its audience.




[bookmark: _Toc222209522]Vendor Outreach & RFP Correspondence
	Purpose
	Communicate with prospective and existing vendors professionally, issue RFPs, negotiate terms, and manage vendor relationships in compliance with third-party risk management requirements.

	Tone & Voice
	Professional, specific, and businesslike. Be clear about requirements and expectations. For RFPs, be thorough in scope without being prescriptive about solutions. For ongoing management, be direct about performance expectations.

	Key Elements
	Bank overview and context; specific requirements and scope; evaluation criteria and weighting; timeline and milestones; submission requirements and format; due diligence requirements (SOC reports, financials, insurance, BCP); contract terms expectations; point of contact.

	Compliance Notes
	Follow OCC/FDIC/FRB third-party risk management guidance. Require critical vendors to provide SOC 2 reports, BCP/DR testing results, and cyber insurance documentation. Include right-to-audit clauses. Ensure vendor due diligence aligns with risk tier classification. Document all vendor communications.




Do’s and Don’ts
	Do
	Don’t

	Clearly define scope, requirements, and timeline
	Issue vague RFPs that invite mismatched responses

	Include specific evaluation criteria
	Skip due diligence requirements in initial outreach

	Request all required due diligence documentation
	Allow vendor relationships without executed contracts

	Provide realistic timelines for vendor response
	Neglect to include information security requirements

	Include right-to-audit and subcontractor provisions
	Rush the evaluation process to meet arbitrary deadlines


	EXAMPLE PROMPT:
Write an RFP cover letter for a core banking system evaluation. [Bank Name] is a $500M community bank seeking proposals for core processing, digital banking, and integrated payments. Include evaluation timeline, required vendor qualifications (community bank experience, regulatory compliance track record), and due diligence documentation requirements. Professional but approachable tone.





[bookmark: _Toc222209523]Social Media Posts (LinkedIn & Facebook)
	Purpose
	Create engaging social media content that builds brand awareness, showcases community involvement, highlights employee achievements, and promotes financial literacy.

	Tone & Voice
	Authentic, community-proud, and approachable. LinkedIn: professional thought leadership with a local lens. Facebook: warm, community-focused, and conversational. Both: avoid looking like every other bank. Show personality and genuine community connection.

	Key Elements
	Concise messaging (LinkedIn: 150-300 words; Facebook: 50-150 words); relevant hashtags (2-4 max); call to action where appropriate; image or video suggestion; compliance-reviewed financial claims; accessibility considerations (alt text, captions).

	Compliance Notes
	All social media content must be reviewed for Reg DD, TILA, and fair lending compliance before posting. Rate claims need full disclosures. Include FDIC and Equal Housing Lender in profile, not every post. Follow the bank’s social media policy. Archive all posts per record retention requirements. NEVER provide specific financial advice on social media.




Do’s and Don’ts
	Do
	Don’t

	Show genuine community involvement with specific stories
	Post generic corporate content that could be any bank

	Use authentic, conversational language
	Make financial claims without required disclosures

	Include relevant local hashtags
	Use stock photos when real community photos exist

	Feature employees and customers (with permission)
	Post without compliance review for regulated content

	Tie posts back to the bank’s community mission
	Ignore comments or respond inconsistently


	EXAMPLE PROMPT:
Write a LinkedIn post from the bank’s perspective about sponsoring the local high school’s financial literacy program. Mention that 200+ students participated, highlight one memorable moment (a student opening their first savings account), and connect it to the bank’s mission. Should feel genuinely proud, not self-congratulatory. Suggest 3 hashtag options.





[bookmark: _Toc222209524]Community Event Announcements
	Purpose
	Promote bank-sponsored or community events, drive attendance, and reinforce the bank’s role as a community pillar.

	Tone & Voice
	Enthusiastic, inclusive, and community-spirited. Make people feel invited and welcome. Highlight the community benefit, not the bank’s branding. Practical details should be front and center.

	Key Elements
	Event name and description; date, time, and location; what attendees can expect; any registration requirements; accessibility information; parking/transportation notes; contact for questions; bank’s role (sponsor, host, participant); weather contingency if outdoor.

	Compliance Notes
	Ensure event marketing complies with fair lending and CRA requirements. Events should be accessible and non-discriminatory. If collecting personal information at events, follow privacy policies. Food events may need health department considerations.




Do’s and Don’ts
	Do
	Don’t

	Lead with the community benefit, not the bank brand
	Make it feel like a thinly veiled sales event

	Include all practical details (time, place, parking)
	Forget critical logistics details

	Make it sound fun and worth attending
	Use exclusionary language or imagery

	Include accessibility information
	Over-promote bank products at community events

	Create urgency without being pushy
	Forget to plan for weather contingencies


	EXAMPLE PROMPT:
Write a community event announcement for [Bank Name]’s annual Shred Day and Financial Wellness Fair. Include: free document shredding (limit 3 boxes), booths with fraud prevention tips, free credit report review stations, kids’ financial literacy activities, food trucks. Saturday 10am-2pm at the main branch parking lot. Tone should make this sound fun and valuable, not like a bank obligation.





[bookmark: _Toc222209525]Financial Literacy & Education Content
	Purpose
	Create educational content that helps community members improve their financial knowledge and make informed decisions, reinforcing the bank’s role as a trusted advisor.

	Tone & Voice
	Approachable, educational, and empowering. Explain concepts in plain English. Use relatable examples. Never condescending. Make financial topics feel manageable, not intimidating.

	Key Elements
	Clear topic focus; plain-language explanations; practical examples relevant to the community; actionable tips; visual aids or infographic suggestions; appropriate reading level (aim for 8th grade); next steps or resources; disclaimer that this is educational, not financial advice.

	Compliance Notes
	Include appropriate disclaimers that content is educational and not personalized financial advice. Ensure content complies with fair lending — do not target or exclude protected classes. Review for UDAAP compliance. Do not make guarantees about financial outcomes.




Do’s and Don’ts
	Do
	Don’t

	Use plain language at an accessible reading level
	Use financial jargon without explanation

	Include relatable, real-world examples
	Be condescending about financial situations

	Provide actionable steps readers can take today
	Make guarantees about outcomes

	Include an educational disclaimer
	Target or exclude specific demographic groups

	Test content with non-financial staff for clarity
	Disguise product marketing as education



	EXAMPLE PROMPT:
Write a financial literacy article about “5 Steps to Building an Emergency Fund on Any Income.” Target audience is working families in our community. Use practical, relatable examples (unexpected car repair, medical bill). Include a simple savings calculator concept. Tone should be encouraging and non-judgmental about current financial situations. Include educational disclaimer.




[bookmark: _Toc222209526]Employee Recognition & Appreciation
	Purpose
	Celebrate employee achievements, milestones, and contributions in a way that feels genuine, reinforces culture, and motivates the team.

	Tone & Voice
	Genuine, specific, and warm. Generic praise feels hollow — specificity shows you’re paying attention. Celebrate the behavior and impact, not just the result. Make it feel personal.

	Key Elements
	Employee name and role; specific achievement or behavior being recognized; impact on the team, customers, or bank; connection to bank values or mission; personal message from leadership; how others can congratulate them.

	Compliance Notes
	Follow HR policies for public recognition. Be mindful of privacy preferences — some employees prefer private recognition. Ensure recognition programs are equitable across departments and demographics. Performance-based recognition should align with documented performance management processes.




Do’s and Don’ts
	Do
	Don’t

	Be specific about what the employee did and why it matters
	Use generic, template-sounding praise

	Connect recognition to bank values and mission
	Recognize only high-visibility roles or departments

	Include a personal note from leadership
	Share details the employee prefers to keep private

	Recognize the behavior, not just the outcome
	Create competition instead of celebration

	Ensure equitable recognition across all departments
	Wait too long — recognize promptly



	EXAMPLE PROMPT:
Write an employee spotlight announcement for [Employee Name], a teller who identified a potential elder financial exploitation situation, followed the bank’s reporting procedures, and helped protect a vulnerable customer. This should be shared internally via email. Celebrate both their vigilance and their compassion. Connect to the bank’s values of community protection and doing the right thing.




[bookmark: _Toc222209527]New Hire Onboarding Communications
	Purpose
	Welcome new employees, provide essential first-day information, and set them up for success with clear expectations and a sense of belonging.

	Tone & Voice
	Welcoming, organized, and enthusiastic. New hires are nervous — make them feel expected and valued. Be practical about logistics but warm about culture. Show that you’re prepared for their arrival.

	Key Elements
	Welcome message from manager or CEO; first day logistics (time, location, parking, dress code, what to bring); first week schedule; team introductions; IT setup instructions; required training timeline; mentor or buddy assignment; key policies to review; benefits enrollment deadlines.

	Compliance Notes
	Include required compliance training timelines (BSA/AML, information security, fair lending, HMDA, etc.). Ensure I-9 and other employment documentation is completed within required timeframes. Follow EEOC guidelines in all communications. Distribute employee handbook and obtain acknowledgment.




Do’s and Don’ts
	Do
	Don’t

	Make the new hire feel expected and valued
	Overwhelm with information on the first day

	Front-load essential logistics for day one
	Skip introductions to key team members

	Assign a buddy or mentor for the first month
	Delay IT setup that prevents them from working

	Break training requirements into a manageable timeline
	Assume they know institutional acronyms or processes

	Include both practical and cultural information
	Forget to follow up after the first week


	EXAMPLE PROMPT:
Write a welcome email from the IT department to a new hire starting next Monday. Cover: laptop will be ready at their desk, how to set up network credentials, required cybersecurity awareness training (due within 7 days), who to contact for tech support, overview of approved software and AI tools, and a friendly note about the IT team’s open-door culture.





[bookmark: _Toc222209528]CRA (Community Reinvestment Act) Narratives
	Purpose
	Document the bank’s community development activities, lending performance, and community engagement for CRA examination and public file requirements.

	Tone & Voice
	Factual, impact-focused, and community-centered. Quantify impact wherever possible. Tell the story of how the bank’s activities benefit low- and moderate-income individuals and communities. Be thorough but not repetitive.

	Key Elements
	Activity description with CRA-qualifying purpose; geographic area and assessment area relevance; dollar amounts, number of participants, or units; low- and moderate-income benefit documentation; innovation or complexity factors; responsiveness to community needs; partnerships with community organizations; photos or supporting documentation references.

	Compliance Notes
	CRITICAL COMPLIANCE AREA. Align narratives with CRA examination procedures and the specific CRA performance tests applicable to the bank’s asset size. Document qualified activities under the correct test (lending, investment, service). Ensure geographic analysis matches assessment areas. Maintain complete CRA public file.




Do’s and Don’ts
	Do
	Don’t

	Quantify all activities with specific numbers and dollars
	Overstate impact or include non-qualifying activities

	Connect activities to documented community needs
	Fail to connect activities to assessment area needs

	Identify the CRA-qualifying purpose clearly
	Use vague language without supporting data

	Document LMI benefit with census tract data
	Neglect to document activities throughout the year

	Include innovation, complexity, and responsiveness factors
	Wait until exam time to compile narratives


	EXAMPLE PROMPT:
Write a CRA narrative for the bank’s partnership with Habitat for Humanity to build 5 affordable homes in an LMI census tract. Include: $250,000 in below-market-rate construction financing, 150 employee volunteer hours, homebuyer financial literacy workshops serving 30 families, and ongoing mortgage servicing. Connect to identified community needs from the most recent needs assessment.





[bookmark: _Toc222209529]Annual Report & Shareholder Narratives
	Purpose
	Craft compelling narrative sections for the annual report that tell the bank’s story, highlight performance, and articulate strategic vision to shareholders and the community.

	Tone & Voice
	Confident, forward-looking, and authentic. Balance optimism with honesty. Shareholders and community members deserve a clear picture of performance and strategy. Community banks should emphasize their unique value proposition.

	Key Elements
	Letter from the President/CEO; financial performance highlights with year-over-year comparisons; strategic initiative updates; community impact stories; employee highlights; technology and innovation investments; risk management overview; forward-looking statements (with appropriate disclaimers); board and leadership recognition.

	Compliance Notes
	Forward-looking statements require safe harbor disclaimers. Financial data must be consistent with call report filings. Follow SEC requirements if applicable. Ensure fair and balanced representation of performance, including challenges. Photos require releases.




Do’s and Don’ts
	Do
	Don’t

	Tell specific stories that illustrate the bank’s impact
	Present an unrealistically rosy picture

	Include honest assessment of challenges
	Use generic language that could describe any bank

	Use concrete data to support performance claims
	Omit material challenges or risks

	Connect financial performance to community mission
	Include unverified financial claims

	Include forward-looking statement disclaimers
	Forget required legal disclaimers


	EXAMPLE PROMPT:
Write the CEO’s letter for [Bank Name]’s annual report. Highlights: 8% loan growth, new mobile banking platform launch, expansion into commercial lending, 95% customer satisfaction score, $150,000 in community donations. Challenges: NIM compression, competitive deposit market. Theme should be “growing stronger together” — emphasizing that the bank’s strength comes from its community roots. Include forward-looking statement disclaimer.





[bookmark: _Toc222209530]New Product/Service Launch Announcements
	Purpose
	Introduce new products or services to customers and the community with clear value propositions, practical information, and genuine enthusiasm.

	Tone & Voice
	Excited but informative. Lead with the customer benefit, not the feature. Make it easy to understand who this is for and how to get started. Community banks should emphasize that new products come from listening to customer needs.

	Key Elements
	Product/service name and description; key benefits (customer-focused, not feature-focused); who it’s designed for; how to sign up or get started; pricing/fee information; availability date; FAQ for common questions; contact for more information; introductory offers (with terms and conditions).

	Compliance Notes
	All product marketing must comply with TILA (Reg Z), TISA (Reg DD), and UDAAP. Include required disclosures for deposit and lending products. Rate advertisements must include APY/APR with required disclosures. Ensure fair lending compliance in marketing materials and distribution.




Do’s and Don’ts
	Do
	Don’t

	Lead with the customer problem being solved
	Launch without complete regulatory disclosures

	Explain benefits in plain language
	Over-promise on product capabilities

	Include all required regulatory disclosures
	Use bait-and-switch promotional terms

	Provide clear path to enrollment or sign-up
	Neglect to train staff before customer announcement

	Test messaging with front-line staff before launch
	Market differently to different demographic groups


	EXAMPLE PROMPT:
Write a launch announcement for a new high-yield savings account. Rate: 4.00% APY on balances over $1,000, 0.50% APY below $1,000. No monthly fee with $100 minimum balance. Available to existing and new customers. Position as “we listened to what you needed” and highlight it was developed based on customer feedback. Include Reg DD disclosures.





[bookmark: _Toc222209531]Internal Audit Finding Responses
	Purpose
	Respond to internal audit findings with clear acknowledgment, root cause analysis, corrective action plans, and realistic timelines that demonstrate management accountability.

	Tone & Voice
	Professional, accountable, and action-oriented. Audit findings aren’t personal attacks — they’re opportunities to strengthen controls. Respond with maturity and specificity. Vague responses create more questions.

	Key Elements
	Finding reference number; acknowledgment or disagreement (with supporting rationale); root cause analysis; corrective action plan with specific steps; responsible party for each action; target completion dates; interim controls if applicable; evidence of completion to be provided.

	Compliance Notes
	Audit responses become part of the permanent governance record and may be reviewed by regulators. Ensure corrective actions actually address the root cause, not just the symptom. Realistic timelines are better than aggressive ones you’ll miss. Track all findings through closure and validation.




Do’s and Don’ts
	Do
	Don’t

	Acknowledge findings directly without defensiveness
	Dispute valid findings without strong justification

	Identify the true root cause, not just the symptom
	Provide vague action plans (“will improve process”)

	Provide specific, measurable corrective actions
	Set unrealistic timelines you’ll miss

	Assign named responsible parties and realistic dates
	Ignore findings hoping they’ll go away

	Offer evidence that will demonstrate closure
	Blame individuals instead of addressing systemic issues



	EXAMPLE PROMPT:
Write a management response to an audit finding that the bank’s vendor risk assessments are not being completed annually for all critical vendors. Of 15 critical vendors, 6 had assessments older than 18 months. Acknowledge the finding, identify root cause (manual tracking process, staffing transitions), and present a corrective action plan that includes implementing vendor management software, updated procedures, and a realistic 90-day remediation timeline.




[bookmark: _Toc222209532]Business Continuity & Disaster Recovery Communications
	Purpose
	Communicate during business disruptions — from severe weather closures to cyberattacks — with clear instructions for employees, customers, and stakeholders at each phase (before, during, after).

	Tone & Voice
	Phase-appropriate: Pre-event: prepared and instructional. During event: calm, directive, and frequently updated. Post-event: reassuring, transparent about recovery status, and appreciative of patience. All phases: clear, concise, and action-oriented.

	Key Elements
	Nature of the disruption; affected locations and services; alternative service availability (ATMs, online banking, phone banking); employee reporting instructions; estimated restoration timeline; customer communication channels; regulatory notification status; essential contact numbers; recovery progress updates.

	Compliance Notes
	Follow the bank’s approved BCP/DR plan for communication protocols. Comply with regulatory notification requirements (36-hour rule for significant cyber incidents). Maintain communication logs for regulatory documentation. Ensure critical function recovery meets RTO/RPO targets. Coordinate with vendors on their DR activation.




Do’s and Don’ts
	Do
	Don’t

	Pre-draft templates for common scenarios
	Wait until the event to draft communications

	Communicate early, often, and through multiple channels
	Communicate only through one channel

	Provide specific alternative service options
	Make recovery timeline promises you can’t keep

	Update regularly even when there’s no change
	Forget to notify regulatory agencies when required

	Conduct post-event communication debrief
	Skip the post-event communication to customers and staff



	EXAMPLE PROMPT:
Write three communications for a regional flooding event that may require branch closures: (1) Employee preparedness alert 24 hours before expected impact, (2) Customer notification of branch closures with alternative banking options, (3) All-clear reopening announcement. Each should be appropriate for its timing and audience. Include references to alternative services like mobile banking, ATMs, and phone banking.




[bookmark: _Toc222209533]Universal Prompting Best Practice
Prompt Structure Framework
Every prompt to a Generative AI tool should follow this structure for consistent, high-quality results:
1. Role: Tell the AI who it is. Example: “You are a compliance officer at a community bank.”
2. Context: Provide background. Example: “Our bank is $500M in assets, serves rural Michigan communities.”
3. Task: Be specific about what you need. Example: “Write a 30-day past due notice for an auto loan.”
4. Format: Specify the output format. Example: “Format as a professional letter, 1 page maximum.”
5. Constraints: Set boundaries. Example: “Include FDCPA language. Do not include full account numbers.”
6. Tone: Define the voice. Example: “Tone should be firm but compassionate.”
Compliance Review Checklist
Before distributing any AI-generated communication, verify the following:
-   Content has been reviewed for factual accuracy by a subject matter expert.
-   All required regulatory disclosures are present and correctly stated.
-   Customer names, account details, and figures have been verified.
-   Tone and language are appropriate for the audience and situation.
-   Content does not inadvertently discriminate or violate fair lending standards.
-   Personal or confidential information is removed.
-   Distribution method and audience are correct.  For detailed information on distribution methods, please contact Marketing.
AI Tool Usage Reminders
Never input customer PII (Social Security numbers, full account numbers, dates of birth) into external AI tools that don’t explicitly state it doesn’t train our Bank information and has been approved by the AI Working Group. Use anonymized or placeholder data in prompts and replace with actual data in the final document. 

AI-generated content is a first draft, not a final product. Every output requires human review, editing, and approval before distribution.  Responsibility for output lies completely with Bank employees.  If you are presenting it, you own it.

When in doubt about compliance requirements for a specific communication, consult the Chief Compliance Officer, CIO, or Information Security Officer before distributing. The style guides in this document provide general guidance but cannot replace professional regulatory judgment.

Working group for approval and inclusion in the Bank’s Systems and\or use case inventory.  All use of AI and AI tools must adhere to the Bank’s AI policy and AI Systems Program.
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