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Introduction
At Bank, we are leveraging AI as a powerful digital assistant to help employees work smarter, not harder. Our goal is to enhance customer service, streamline internal processes, and support better decision-making by ensuring AI delivers clear, accurate, and useful responses. For employees, this means less time spent on repetitive tasks, more confidence in handling complex scenarios, and a stronger focus on building meaningful customer relationships. By learning to prompt effectively, you’ll unlock AI’s full potential as a trusted partner in your daily work, enabling you to serve our community with greater efficiency and impact.

Key Takeaways
· Better prompts = better results, clear, specific instructions lead to responses that are tailored, accurate, and actionable.
· Bank-ready templates included in the guide provide role-based examples (customer service, loan analysis, compliance, reporting, training) that you can use right away.
· Avoid common pitfalls and learn how to prevent generic, off-tone, or overloaded AI outputs.
· Stay compliant by understanding the boundaries: marketing-style communication and advertising always stay with the Marketing Department and per policy this type of communication should only be presented by the Marketing department.
· Practical, not theoretical examples in this guide give real Bank scenarios, not abstract concepts.

The Three C's of Good Prompting
1. Clear: Like filling out a loan application completely
2. Contextual: Like knowing a customer's banking history
3. Constrained: Like following banking regulations and policies

Communications Note
ChatGPT, or any AI, is a tool. Prompts provided include internal and external communications examples. Internal and external communications are the responsibility of the Marketing department and follow company policies, compliance rules, and brand standards. Consult with the marketing department if you need customer or internal communications for more than an individual.   

Part 1: Understanding the Basics
What is a Prompt?
A prompt is like the conversation you have with a customer service representative. Just as you'd explain what you need help with, a prompt tells the AI what you want it to do.
Bank Analogy: When a customer walks into your branch, they might say:
1. Vague: "I need help with my account"
1. Clear: "I'd like to check my checking account balance and transfer $500 to savings"
The second approach gets better results, both from bank staff and from AI.

Part 2: The Five Elements of an Effective Prompt
1. Context (The Account History)
Just like reviewing a customer's account history helps you serve them better, giving AI context improves its responses.

Poor Example:
Write an email about rates.

Better Example:
I'm a community bank loan officer. Write an email to existing mortgage customers about our new refinancing rates that dropped to 6.5%, emphasizing our local decision-making and personal service.

2. Task (The Transaction Request)
Be specific about what you want, like a customer filling out a detailed withdrawal slip.

Poor Example:
Help with a loan application.

Better Example:
Review this small business loan application and create a list of 5 follow-up questions about the applicant's cash flow projections and collateral.

3. Format (The Form Type)
Specify how you want the information, like choosing between a detailed statement or a summary.

Banking Example:
Create a loan committee presentation with:
- Executive summary (2 paragraphs)
- Borrower background (bullet points)
- Financial analysis (table format)
- Risk assessment (numbered list)
- Recommendation (one paragraph)

4. Tone (The Customer Service Approach)
Just as tellers adjust their communication style for different customers, tell AI what tone to use.
Examples:
1. Professional: "Draft a regulatory compliance memo"
1. Friendly: "Write a community newsletter announcement about our new mobile app"
1. Educational: "Explain CD laddering to a first-time investor"

Part 3: Prompt Patterns for Banking Tasks
Pattern 1: The Customer Service Script
Template:
Act as a [role] at a community bank.
A customer [situation].
Provide [specific response type].
Include [must-have elements].
Keep it [tone/length].

Real Example:
Act as a personal banker at Bank.
A retired customer wants to understand the difference between a regular savings account and a money market account.
Provide a clear comparison that helps them decide.
Include current rates, minimum balances, and withdrawal restrictions.
Keep it conversational and under 150 words.

Pattern 2: The Loan Analysis Framework
Template:
Analyze this loan request:
[Insert loan details]
Evaluate based on:
1. Character (credit history)
2. Capacity (ability to repay)
3. Capital (down payment/investment)
4. Collateral (assets to secure)
5. Conditions (economic factors)
Provide recommendation with supporting data.
[bookmark: _Hlk208904499]
Real Example:
Evaluate this loan based on:
credit history
ability to repay
down payment/investment
assets to secure
Conditions (economic factors)
 Provide recommendation with supporting data.

Pattern 3: The Compliance Checker
Template:
Review this [document/process/communication] for compliance with [specific regulation].
Flag any potential issues.
Suggest corrections if needed.
Cite relevant regulation sections.

Real Example:
[bookmark: _Hlk208904646]Review this overdraft fee communication for compliance with Regulation E and current CFPB guidance:
"Dear Customer, Your checking account was overdrawn on October 28. We paid the following items:
Mortgage payment: $1,850 (paid, $35 overdraft fee)
Gas station charge: $45 (paid, $35 overdraft fee)
Coffee shop: $5.50 (paid, $35 overdraft fee)
Grocery store: $127 (returned, $35 NSF fee)
Total fees: $140 Your account was overdrawn by $352.50 Current balance: -$492.50 (including fees)

Remember, you can opt-out of overdraft coverage for debit card transactions at any time."
Flag any potential issues. Suggest corrections if needed. Cite relevant regulation sections.


[bookmark: _Hlk208933216]Part 4: Common Banking Scenarios with Prompt Examples
Scenario 1: Writing Customer Communications
Task: Notify customers about a system upgrade

Prompt:
Write an email to our online banking customers about scheduled maintenance this Saturday from 2 AM to 6 AM.

Include:
- Apology for inconvenience
- Alternative banking options (ATM, mobile app after 6 AM)
- Our 24/7 customer service number
- One sentence about the improvements they'll see

Tone: Professional but friendly
Length: Under 150 words
Sign off as: Bank Operations

Scenario 2: Creating Training Materials
Task: Train new tellers on handling large cash deposits

Prompt:
Create a step-by-step guide for new tellers on processing cash deposits over $10,000.

Format as a numbered checklist including:
- CTR filing requirements
- Customer identification verification
- Manager approval process
- Documentation needed
- Red flags to watch for

Make it printable as a desk reference card.
Use simple, clear language a new employee would understand.

Scenario 3: Analyzing Financial Data
Task: Summarize quarterly performance

Prompt:
I'm providing our Q3 deposit data. Create an executive summary for our board meeting:
[Paste data here]

Include:
1. Total deposit growth percentage
2. Comparison to same quarter last year
3. Top 3 performing product categories
4. Areas of concern
5. One-paragraph narrative summary

Format as bullet points except for the final summary.
Focus on trends that matter to community bank board members.

Scenario 4: Responding to Customer Inquiries
Task: Address a complaint about fees

Prompt:
Draft a response to a long-time customer who complained about our new $5 monthly maintenance fee on checking accounts.

Context: They've banked with us for 15 years, maintains $2,000 average balance.

Your response should:
- Acknowledge their loyalty
- Explain the fee (covers enhanced digital services)
- Offer two ways to waive it (maintain $1,500 minimum OR use direct deposit)
- Invite them to discuss other account options
- Maintain relationship-focused tone

Keep it personal and under 200 words.

[bookmark: _Hlk208934938]Part 5: Advanced Techniques
Technique 1: The "Zero-Shot" vs "Few-Shot" Approach
Zero-Shot (No examples - like serving a brand new type of customer):
Write a policy for remote deposit capture limits.

Few-Shot (With examples - like showing a teller how you've handled similar situations):
Write a policy for remote deposit capture limits.

Here's our format for other policies:
- Purpose statement
- Eligible accounts
- Daily/monthly limits
- Hold policies
- Security requirements
- Customer agreements needed

Follow this same structure.

Technique 2: The Refinement Loop
Just like you might clarify a customer's needs through conversation:
Initial Prompt:
Create a mortgage calculator explanation.

Refined Prompt:
Improve the previous explanation by:
- Adding a concrete example with $200,000 loan at 7% for 30 years
- Explaining how extra payments reduce interest
- Keeping language at 8th-grade reading level
Technique 3: Role-Playing for Complex Scenarios
Example:
You are an experienced commercial loan officer at a community bank. I'm going to describe a business loan scenario, and I want you to:

1. Ask me 3 clarifying questions you'd need answered
2. Once I respond, provide your initial assessment
3. Suggest what additional documentation we'd need
4. Give a preliminary recommendation

Scenario: Local restaurant owner wants $150,000 for renovation after 5 years in business.

[bookmark: _Hlk208935073]Part 6: Troubleshooting Common Issues
Problem 1: Responses Too Generic
Issue: "The AI gives me template-like responses that don't fit our bank"
Solution: Add specific details about us:
Write a welcome letter for new checking account customers Bank, established 1905, serving rural Michigan with 18 locations. Emphasize our local ownership, agricultural lending expertise, and that loan decisions are made locally, not at some distant headquarters.

Problem 2: Wrong Tone or Style
Issue: "The AI sounds too formal/casual"
Solution: Be explicit about tone and provide an example:
Rewrite this loan denial letter to sound empathetic but professional, like a community banker who knows the applicant personally but must follow lending guidelines. Similar to this tone: "While we understand your business's potential, we need to see six more months of positive cash flow before we can approve this expansion loan."

Problem 3: Information Overload
Issue: "The AI gives me too much information"
Solution: Set clear constraints:
Summarize this 10-page loan application in exactly 5 bullet points, each no more than 15 words, focusing only on: loan amount, purpose, collateral, credit score, and debt-to-income ratio.
[bookmark: _Hlk208935210]
Part 7: Quick Reference - Prompt Starters for Common Banking Tasks
Customer Service
· "Draft a response to a customer who..."
Example: Draft a response to a customer who is frustrated that their online banking login keeps locking them out after failed attempts. Make the tone empathetic, and provide clear next steps to resolve the issue.
· "Create a FAQ about our new..."
Example: Create a FAQ about our new mobile deposit feature, including limits, cut-off times, and security measures.
· "Explain [banking concept] to someone who..."
Example: Explain overdraft protection to someone who is opening their first checking account and doesn’t understand how it works.
Compliance & Risk
· "Review this [document] for compliance with..."
Example: Review this customer-facing loan disclosure for compliance with Truth in Lending Act (TILA) requirements.
· "Identify potential risks in this..."
Example: Identify potential risks in this new digital payment partnership, focusing on fraud, cybersecurity, and regulatory oversight.
· "Create a checklist for [regulatory requirement]..."
Example: Create a checklist for Bank Secrecy Act (BSA) compliance during new customer onboarding, including Customer Identification Program (CIP) steps.
Internal Communications
· "Summarize this policy change for staff..."
Example: Summarize this new cybersecurity policy for staff, focusing on password management, phishing awareness, and remote work rules.
· "Create a training outline for..."
Example: Create a training outline for branch tellers on handling elder financial exploitation cases, including red flags and escalation procedures.
· "Write a memo announcing..."
Example: Write a memo announcing the upcoming upgrade to the loan origination system, noting downtime, training sessions, and benefits.

Analysis & Reporting
· "Analyze this data and identify..."
Example: Analyze this customer transaction dataset and identify unusual patterns that could suggest fraud or money laundering.
· "Create an executive summary of..."
Example: Create an executive summary of the Q2 lending performance report, highlighting growth areas, challenges, and key metrics.
· "Compare these two options and recommend..."
Example: Compare these two core banking software options and recommend one based on scalability, regulatory compliance, and integration with existing systems.

Final Tip
The more clearly you communicate expectations, provide context, and show examples of what success looks like, the better results you'll get. Start simple, experiment often, and refine based on what works for your specific community bank's needs.

