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Certificate Programs   

 
Audit Certificate Program  
 
The Audit Certificate Program equips internal auditors with the knowledge and tools needed to 
successfully conduct and perform the internal audit function in their bank.  This certificate 
program consists of five critical learning areas (32 total courses). Each course includes an exam 
and then each area includes a comprehensive exam. Upon successful completion of all five 
learning areas and exams, the learner is awarded a certificate of completion. Continuing CPE 
credits are not required. This certificate program takes approximately 24 hours to 
complete.  
 
Area 1: Introduction to Community Bank Auditing 

 

 Auditing:im
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 Regulation DD: Truth in Savings  
 Regulation CC: Funds Availability Act – In Depth 

 
Area 3: Operations  
 
 Understanding UDAAP 
 Regulation BB: Community Reinvestment Act 
 Red Flags Identity Theft: The Program 
 Regulation P: Consumer Privacy – In Depth 
 FCRA: Affiliate Marketing 
 FCRA: Overview 
 FCRA: Risk Based Pricing 

 
Area 4: BSA 
 
 Bank Secrecy Act: BSA & Compliance Officers 
 Bank Secrecy Act: Red Flags 
 Bank Secrecy Act: Customer Due Diligence & Beneficial Ownership 

 
Area 5: Final Exam  
 
This program is worth 21 CPE credits. 
 
 
Human Resources Generalist Certificate [California] 
 
The nine modules in Employers Group's Human Resources Generalist Certificate program 
represent the body of knowledge you need to serve effectively in a generalist role. To earn the 
Human Resources Generalist Certificate, you must complete the nine modules in the program, 
pass an examination after each module, and pass a final comprehensive examination. 
 
You must score 80% or higher to pass each exam. If you do not pass the first time, you may 
attempt the exam again. If you do not pass on the second attempt, you will have to repeat the 
module. 
 
The information in this program is provided for general purposes only and should not be 
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final comprehensive examination. The information in this program is provided for general 
purposes only and should not be construed as legal advice. Employers should seek appropriate 
legal counsel as required. 
 
Note that there is an end-of-module exam for all modules other than the first (overview) module. 
There is also a final exam for the entire program. You must score 80% or higher to pass each 
exam. If you do not pass the first time, you may attempt the exam again. If you do not pass on 
the second attempt, you will have to repeat the module. 
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Area 1: Teller 101  
 
 Teller Basics 
 Deposits 101 
 Currency 101 
 Handling Money 
 Balancing 101 

 
 Area 2: All About Checks   
 
 Checks 101 
 Understanding Endorsements 
 Check Cashing 

 
 Area 3: Customer Service  
 
 Telephone Basics 
 Sales is Just Great Service 
 Product Knowledge & Cross-selling 

 
 Area 4: Compliance for Tellers  
 
 Introduction to Compliance for Tellers 
 Red Flags Identity Theft: The Program 
 Bank Secrecy Act: Frontline & Deposit Operations 
 Elder Financial Abuse 
 
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 Use teamwork to meet customer needs 
 Understand contemporary issues in bank frontline customer service 

  
Course Outline: 
 
 Developing Strong Customer Relationships 
 Acting Effectively on a Team 
 Meeting Customer Needs with Teamwork 
 We Have What They Need 
 Presentations That Work 
 Exceeding Customer Expectations 
 Product Knowledge and Cross Selling 
 Deposits 101 
 Ethics for Bankers 
 Bank Secrecy Act – Frontline & Deposit Operations 
 Elder Financial Abuse 
 Introduction to Deposit Compliance 
 Regulation DD: Overview 
 Introduction to Consumer Lending 
 Introduction to Lending Compliance 
 Fair Lending: Overview 
 Regulation Z: Open-End Credit (Non-Real Estate) 
 Regulation Z: Closed-End Credit (Non-Real Estate) 
 Understanding UDAAP 
 Final Exam 

 
This program is worth 14 CPE credits. 
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through managing a successful compliance management system. Rev–Dec. 2018. Course 
length ≈ 14 min. 
 
Cyber & Information Security Overview for Sr. Management & Directors 
 
Building and operating an information security program at your organization can be challenging. 
Building and operating an information security program at your organization can be challenging. 
This course provides your Board of Directors, Senior Management, and Information Security 
Committee with the information to understand oversight responsibilities and make informed 
decisions to protect the bank and its customers. Rev–Jan. 2024. Course length ≈ 35 min. 
 
Ethics for Bank Directors 
 
Business ethics is a serious subject for executives, managers, and front-line employees. All 
bank employees are expected to make good decisions every day based on the organization's 
values and contemporary standards in business ethics. Given the increased scrutiny boards are 
subject to, this is especially true for bank directors. This course will help bank directors 
understand the importance of recognizing an ethical dilemma and then acting accordingly. It will 

https://www.rmahq.org/regulatory-compliance/
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Gramm-Leach-Bliley Act Overview 
 
The American public and other nations around the world have strong concerns about the 
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Courses Included in the 4 Full Online Training Plans 

 
 

Audit  

 
Auditing a Community Bank Trust Department  
 
This program will provide you with the knowledge and techniques necessary to effectively 
complete the audit of a community bank’s trust department. The scope of these audits will vary 
greatly; it is affected by the types of accounts administered by the department, the complexity of 
services provided, the types of trust assets held, the management of trust investments, and the 
existence of internal controls. 
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Learning Objectives: 
 

 Evaluate bank financial statements 

 Explain how an auditor helps asset/liability management 

 Recognize how bank operational audits and compliance audits are conducted 

 Explain the Uniform Financial Institution Rating System (CAMELS) 
 
Course Outline: 
 

 Understanding Bank Financial Statements 

 Ratio Analysis 

 Asset/Liability Management 

 Bank Operational Auditing 

 Auditing Excel Spreadsheets and Validating Models 

 Uniform Financial Institutions Rating System 
 
This course is worth 1.5 CPE credits. – Course ID# P2943EN 
 
Understanding Fraud for Internal Auditors   
 
Banks lose millions of dollars each year because of fraud. The internal auditor should be able to 
understand the types of fraud that threaten community banks, the indicators of those frauds, 
and ensure adequate controls are in place to reduce the impact of fraud. Rev–Oct. 2021
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 Understand the confidentiality included with a Suspicious Activity Report 

 Learn how money laundering occurs 

 Identify common transaction red flags that may lead to SAR filings 

 Learn when documentation of a monetary instrument purchased in cash must be 
recorded 

 Document certain information on funds transfers 

 Know when and how to comply with OFAC regulations 

 Differentiate between 314(a) and 314(b) requirements for information sharing 
 
Course Outline: 
 

 Currency Transaction Reports 
o 
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Bank Secrecy Act: Overview for All Personnel 
 
The Bank Secrecy Act (BSA) is one of the main tools the Federal Government uses to combat 
financial crimes and terrorist activity. The BSA requires banks to assist in preventing crime by 
enacting sound policies regarding reporting, recordkeeping, and monitoring of potentially 
criminal activity. All bank personnel are required to receive annual BSA training. This course is 
intended for those bank personnel that are not involved with daily customer activity. This may 
include, but not limited to, employees in the following areas: Marketing, Human Resources, IT & 
Security, and Accounting. This course would also be appropriate for those seasoned employees 
who are well versed in the rules of the Bank Secrecy Act and need a refresher. Rev–Apr. 2021.  
Course length ≈ 22 minutes. 
 
Learning Objectives:  
 

 Acknowledge the five pillars of a BSA/AML program 

 Understand the basic technical requirements of the Bank Secrecy Act 
 
Course Outline: 
 

 BSA/AML Program Overview 

 BSA Requirements Overview 
o Customer Identification Program 
o
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 Create and implement an Emergency Response Plan (ERP) 

 Select methods to evaluate the effectiveness of the ERP 

 Develop a process for continuous improvement of the plan 

 Provide effective emergency responses 

 Understand employee and employer responsibilities for crisis management and 
emergency response planning 

 
Course Outline:  
 

 Crisis Management 

 Managing Crises 

 Emergency Response Planning
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 Is there a difference between business crimes and personal crimes? 

 How can I determine my vulnerability?  

 Should I develop a robbery response plan? 

 What are the most effective robbery prevention techniques? 

 Who handles media relations after a robbery? 
 
Course Outline 
 

 Decision Making 

 Robber Descriptions 

 Common Robberies 

 Business vs. Personal Crimes 

 Vulnerabilities 

 Response Plan 

 Prevention Techniques 

 Media Relations 
 
This course is worth 0.5 CPE credit. – Course ID# P0143EN 
 
Security: The Department   
 
Security has become the evolutionary process through which we provide a safe and secure 
environment within which our employees may work, and our customers may conduct business. 
In this course we review the tasks, functions, and responsibilities that are logically assigned to 
the Security Department. This course is intended for security officers and management. Rev–
Jun. 2022. Course ≈ 26 minutes. 
 
Learning Objectives: 
 

 Describe how the Security Department fulfills its regulatory requirements. 

 Explain why the Security Department is described as a business unit. 

 Describe what constitutes a security "environment." 

 Discuss the management of the Security Department. 

 Discuss the contents of the Annual Security Program Report. 

 Identify other responsibilities that may be given to the Security Department. 
 
Course Outline: 
 

 Regulatory Requirements 

 Department Responsibilities 

 Environment 

 Management 

 Reporting

�x
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Security: An Orientation   
 
An effective security program is an excellent tool for protecting the institution's work product, 
physical assets, intellectual assets, and personnel. This course will introduce key 
concepts in security and provide a basic understanding of the security function. This course is 
intended for all bank personnel. Rev–Jun 2022. Course ≈ 26 minutes. 
 
Learning Objectives: 
 

 Define the terms "security" and "loss prevention." 

 Identify the key features of an effective security program (who, what, where, when, why, 
how). 

 Explain the terms "non-crime event" and "crime event." 

 Identify and briefly explain the three categories of crime. 

 Identify the two main types of offenders. 

 Outline the responsibilities of the institution's employees with regard to security. 

 Identify monetary and non-monetary costs of crime. 
 
Course Outline: 
 

 Definitions and Overview 

 Security Program Foundation 

 Security Priorities 

 Crime Events 

 Types of Crimes 

 Offenders 

 Employee Responsibilities 

 Costs & Loss Prevention 
 
This course is worth 0.5 CPE credit. – Course ID# P0142EN 
 
Security: Laws, Rules and Regulations   
 
The security function's primary duty is to develop and administer a written Security Program for 
the institution. The Security Program should combine procedural security techniques with 
physical ones. This course discusses the laws, rules, and regulations that affect the security 
function. This course is intended for security officers, management, and the board of directors. 
Rev–Jun 2022. Course ≈ 22 minutes. 
 
Learning Objectives: 
 

 Define and describe industry-standard security practices. 

 Identify security regulations that affect the institution. 

 Describe how the relationship between the security function and the Board of Directors 
should work. 

 Identify the issues the institution's Security Program must address. 

 Discuss the meaning of the Bank Protection Act. 

 Identify other safety and security regulations that may be applicable. 
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 What is the best security review process? 

 How are the industry-standard security priorities defined? 

 What issues require special focus? 

 What tools do I need? 

 How should I prepare the annual security program report? 


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Communication  

 
Basic Cultural Differences 
 
There are many different ways to classify the basic qualities that exist in a society. Looking at 
these classifications is a good way to begin to understand the differences and similarities 
between your native culture and your new one. This course will give you the basic knowledge 
you need to understand cultures that are different from your own. 
 
Learning Objectives: 
 

 Identify different ways to classify culture 

 Construct a profile of a culture based on its classification 
 
Course Outline:  
 

 Introduction 

 Hofstede’s Culture Scheme 

 How Cultures Communicate 

 Conclusion 
 
This course is worth 0.25 CPE credit. – Course ID# P4096
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This course is worth 1 CPE credit. – Course ID# P5845EN 
 
Business Writing: Letters and Emails  
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 Communication Basics 

 Simple Starters 

 Challenging Situations 

 Soften Things Up 

 Verbal Communication 

 Non-verbal communication 
 
This course is worth 1 CPE credit. – 
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Email etiquette or protocol is the unwritten rules of email messaging. These rules help to 
improve communication, resulting in more effective emails. This course will provide you with the 
most up-to-date information on email etiquette and give you the skills to communicate effectively 
using email. Rev–Jul. 2019. 
 
This course is worth 1 CPE credit. – Course ID# P3261EN 
 
Enhancing Your Speaking Skills   
 
This course offers everything the business communicator needs to improve public speaking and 
oral presentation skills. The course contains information on visual aids, verbal signposts, and 
planning and organizing material. Your self-confidence will increase as you master your material 
and learn effective, successful public speaking methods. You will learn about the entire oral 
presentation process, including how to plan, organize and deliver a presentation. Rev–Dec. 
2018. 
 
Learning Objectives:  
 
 Recognize key elements of an oral presentation 

 Organize information logically by constructing the three parts of a presentation. 

 Recognize the significance of using verbal signposts. 

 Prepare effective visual aids and handouts. 

 Design visually appealing web-based presentations. 

 Employ techniques to use before, during, and after a presentation. 

 Adapt presentation for cross cultural audiences. 

 Develop effective telephone and voice mail skills.  

 
Course Outline:  
 

 Preparing Oral Presentations 

 Organizing the Content 

 Visual Aids and Handouts 

 Virtual Meetings 

 5Polishing Your Delivery 

 Adapting to Other Cultures 

 Telephone and Voice Mail 

 

This course is worth 1 CPE credit. – Course ID# P5874EN 
 
Global Communication 
 
Examine different types of communication, both verbal and non-verbal. You will learn about the 
factors that determine how effectively we communicate and find out how you would interpret 
and react to different forms of communication.  
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Learning Objectives:  
 

 Recognize different forms of communication, both verbal and non-verbal 

 Identify cultural differences in communication 

 Recognize when cultural differences may be causing communication problems 
 
Course Outline:  
 

 Introduction 

 Verbal Communication 

 Non-Verbal Communication  

 The Art of Indirectness 

 Conclusion 
 
This course is worth 0.5 CPE credits. – Course ID# P4097EN 
 
Practice Active Listening 
 
How often have you attended a meeting and walked away without a clear recollection of what 
was discussed? You might have heard what was being said, but you weren't really listening. 
And that's the problem. Active listening is a skill that few of us possess, but it is a skill that is 
worth learning because it will improve your ability to provide quality service to your customers. 
This module will help you improve your listening skills by explaining the difference between 
hearing and listening, and by outlining the steps involved in becoming an active listener. 
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Regulation DD: Truth in Savings ± In Depth 
 
The primary purpose of Regulation DD (Truth-in-Savings Act) is to give consumers enough 
information to make an informed decision about deposit accounts they want to open at the bank 
via standardized disclosures. The disclosures aid comparison shopping by informing consumers 
about the fees, annual percentage yield, interest rate, and other terms for deposit accounts. The 
regulation also includes requirements on the payment of interest, the methods of calculating the 
balance on which interest is paid, the calculation of the annual-percentage yield, and 
advertising. This course provides details on all of the Regulation DD requirements. This course 
is intended for compliance personnel that those involved in the creation and review of account 
disclosures. Rev–Jun. 2021. 
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what they are purchasing. This course provides details on the rules regarding these types of 
products. This course is intended from frontline and compliance personnel. Rev–May 2021. 
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 Preauthorized Transfers 
 Consumer Liability 
 Error Resolution Procedures 
 Overdraft Requirements 
 Gift Cards 
 Prepaid Accounts 
 Remittance Transfers 

 
This course is worth 1.0 CPE credit. – Course ID# P0558EN 
 
Regulation E: Remittance Transfers 
 
Regulation E, the Electronic Funds Transfer Act establishes the basic rights, liabilities, and 
responsibilities of consumers who use electronic fund transfer services and of banks that offer 
these services. The regulation provides rules concerning certain electronic fund transfers 
referred to as remittance transfers. This course provides detailed information on the remittance 
transfer rules. It is intended for frontline, compliance, and operations staff. Rev–Jan. 2021. 
Course length ≈ 25 minutes.   
 
Learning Objectives: 
 
 Define what applies to Regulation E 
 Provide and explain the required disclosures to consumer customers 
 Understand liability and error resolution processes 
 Sell and disclose gift cards and prepaid accounts  
 Comply with the remittance transfer rules  

 
Course Outline: 
 
 Coverage 
 Disclosures 
 Use of Estimates 
 Transfers Scheduled Before the Date of Transfer 
 Right to Cancel 
 Error Resolution 

 
This course is worth 0.5 CPE credits. – Course ID# P0556EN 
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 Developing an Anti-Boycotting Compliance Program 

 Reporting Obligations 

 Penalties for Non-Compliance 

 Anti-Boycotting Examples 

 
This course is worth 1 CPE credit. – Course ID# P2802EN 
 
Bystander Intervention Training [Chicago Illinois] 
 
Sexual harassment and other forms of illegal discrimination are damaging to organizations, 
employees and society at large. This training will give employees in Chicago, Illinois a greater 
understanding of preventing sexual harassment as a bystander, including safe bystander 
intervention. 
 
This course is worth 1 CPE credit. – Course ID #P4186EN 
 
California and Federal Wage and Hour Laws 
 
Wage and Hour is a broad category of laws and regulations which govern wages, hours and 
working conditions for employees. This course covers any of the common areas of confusion in 
these issues. As always, there are federal laws to consider and California law to consider. 
Generally, employers in California follow state law, as the California law tends to be more 
stringent that the federal law.  
 
This course is worth 2.75 CPE credits. – Course ID# P4290EN 
 
California Workplace Violence Prevention ± For Employees 
 
In response to the tragic mass shooting at a Santa Clara Valley Transportation Authority (VTA) 
rail yard in 2021 and an increasing level of violence in California workplaces in general, the 
state government passed Senate Bill (SB) No. 553. Employers must develop a Workplace 
Violence Prevention Plans (WVPP) and maintain a violent incident log that records information 
about every incident, post-incident, response, and workplace violation injury investigation 
performed. This course covers the non-worksite-specific training requirements under California’s 
workplace violence prevention legislation, Senate Bill (SB) No. 553/ California Labor Code 
Section 6401.9. 
 
Learning Objectives:  
 
 About the requirement for, and content of, the Workplace Violence Prevention Plan 

(WVPP) 
 Ways to participate in the development and implementation of your company’s WVPP 
 Definitions and requirements of the workplace violence prevention legislation 
 Sources and risk factors for workplace violence 
 Ways to report workplace violence incidents and concerns 
 Strategies for preventing and responding to workplace violence incidents 

 





 

Page 61 of 210 
 

This course is worth 0.25 CPE credit. – Course ID# P2820EN 
 
Child Abuse and Neglect Reporting Act [California] [AB1963] 
 
This Child Abuse and Neglect Reporting Act (California) online training course outlines which 
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 Who is Responsible for Preventing Harassment? 

 Handling Complaints 

 Examples and Case Studies 

 
This course is worth 1 CPE credits. – Course ID# P3543EN 
 
Harassment Prevention Training for Employees [California] (SB1343 Compliant)  
 
Harassment and illegal discrimination are damaging to organizations, employees and society at 
large. This training will give employees in California a greater understanding of harassment and 
illegal discrimination, how they can be prevented, and processes to follow when a complaint is 
made. This course is one hour in length and is SB1343 compliant. Rev–Feb. 2022. 
 
This course is worth 1 CPE credit. – Course ID# P3541EN 
 
Harassment Prevention Training for Employees [Chicago] 
 
Sexual harassment and other forms of illegal discrimination are damaging to organizations, 
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El acoso y la discriminación son costosos para las organizaciones. Todos están afectados por 
las consecuencias negativas de un lugar de trabajo que permite el acoso y el comportamiento 
discriminatorio. Este curso de capacitación en línea está diseñado para informar a los gerentes 
y supervisores sobre sus obligaciones legales y su rol fundamental al asegurar un lugar de 
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Supervisory Law [California]  
 
The laws governing employment, especially in California, are very complex. The objective of this 
online workshop is to raise awareness among employees at the leadership level so that they are 
sensitive to issues that could have litigious repercussions. The course will provide you with 10 
fundamental practices by which to manage and lead others. These basic principles reflect good 
business practices and respectful corporate values. They will give you a general framework for 
carrying out your duties as a supervisor or manager. Please note that this course does not 
represent the 'whole and sum' of employment law. If you have questions or concerns, consult 
your HR department, or seek appropriate legal advice. Rev–Apr. 2019. 
 
This course is worth 1 CPE credit. – Course ID# P0252EN 
 
Wage and Hour 
 
In this course, you will learn about U.S. laws relating to employee pay. We refer to these as 
'wage and hour' laws because they cover the wages paid to employees for their hours worked; 
specifically, the correct amount of wages in exchange for what count as 'working hours' for 
which the company must pay its employees.  
 
This program is worth 3 CPE credits. – Course ID# P2742EN 
 
Whistleblowing   
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Compliance – Lending Regulations 

 
Agricultural Lending   
 
Agricultural lending has been vital to the success and growth of the farming industry throughout 
U.S history. However, as with all forms of lending, agricultural lending poses a unique set of 
risks for lenders. This course will provide you with an overview of agricultural lending. This 
course is intended for agricultural lenders and compliance personnel. Rev–Apr. 2017. Course 
length ≈ 25 minutes. 
 
Learning Objectives: 
 

 Explain and identify risks associated with agricultural lending  

 Effectively monitor agricultural loans 

 Understand the principles of underwriting for agricultural loans 

 Properly classify agricultural loans 
 
Course Outline: 
 

 Agricultural Lending Risk 


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Course Outline: 
 
 Background and Definitions 
 Prohibitions Regarding Communication 
 Harassment, Abuse and Conduct 
 Email and Text Communication 
 Validation of Debts and Disputes 
 Other prohibited practices 
 Legal Actions and Enforcement 

 
This course is worth 0.75 CPE credit. – Course ID# P3291EN 
 
Fair Housing Act 
 
The Fair Housing Act is the federal law that grants fair housing protections and rights to renters 
and buyers. The Act was originally adopted as part of the Civil Rights Act of 1968, and it was 
subsequently broadened in 1988 to prohibit discrimination when renting or buying a home, 
acquiring a mortgage, seeking housing assistance or engaging in other housing-related 
activities, regardless of a person’s protected class.   This course provides an overview of the 
Fair Housing Act as it relates to harassment and discrimination in lending, property 
management, maintenance of properties and other real estate related matters. This course is 
intended for those that want to learn a full overview of all parts of the Fair Housing Act (not just 
bank/lending related). Rev–May. 2021.  
 
Learning Objectives:  
 

 Know how the Fair Housing Act came to be and how it is enforced 

 List the protected classes 

 Understand the definition of housing discrimination and disparate impact liability 

 Explain the actions that are prohibited under the Act 

 Describe how harassment can be a form of housing discrimination 

 Know which accommodations and modifications are required for individuals with 
disabilities 

 Understand compliance for property owners and maintenance staff guidelines 

 File a complaint with HUD and understand the process of investigation 
 

Course Outline:  
 

 Overview 

 Harassment and Discrimination 

 
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 Understand how a bank can mitigate its fair lending risk 

 Understand the risk of non-compliance 
 
Course Outline: 
 

 Fair Lending Laws (ECOA, FHA, others) 

 Types of Fair Lending Discrimination 

 Requests for Information & Application Evaluation 

 Managing Fair Lending Risk 

 Fair Lending Violations 
 

This course is worth 0.5 CPE credits. – Course ID# P3471
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Learning Objectives: 
 

 Define private flood insurance 

 Define a mutual aid society 

 Know which private flood insurance policies are required and which are optional 

 Ensure the private insurance policy the bank receives and accepts is compliant 
 
Course Outline:  
 

 Introduction 

 Mandatory Acceptance 

 Discretionary Acceptance 

 Mutual Aid Society Acceptance 
 
This course is worth 0.5 CPE credit. – Course ID# P3519EN 
 
Flood Disaster Protection Act: Sufficient Coverage 
 
The Flood Disaster Protection Act requires banks to ensure borrowers, with property in a 
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reporting, and disclosure requirements. This course in intended for compliance and loan 
operations personnel. Rev–Dec. 2022.  Course length ≈ 65 minutes.  
 
Learning Objectives:  
 

 State the purpose of HMDA 

 Identify whether or not a financial institution is a HMDA reporter 

 Identify the transactions that are HMDA applicable 

 Know when to report covered loans 

 Identify the modified and new data collection points 

 Ensure compliance with disclosure requirements 
 
Course Outline: 

 
 Purpose 
 Important Definitions 
 Institution Coverage 
 Transactions Coverage 
 Data Points 
 Reporting Data 
 Disclosure Requirements 

 
This course is worth 1 CPE credit. – Course ID# P4641EN 
 
Home Mortgage Disclosure Act: Practical Application   
 
The Home Mortgage Disclosure Act (HMDA) requires certain financial institutions to collect, 
report, and disclosure information about their mortgage lending activity. HMDA was originally 
enacted by the Congress in 1975 and is implemented by Regulation C. The Regulation was 
overhauled in 2015, requiring a large of amount of additional data to be collected and reported. 
The course provides learners with an overview of the entire Home Mortgage Disclosure Act with 
an in-depth look at loan application applicability and applicant information collection. This course 
is intended for lenders and other staff who are involved in the loan application process. Rev–
Dec. 2022.  Course length ≈ 35 minutes.  
 
Learning Objectives:  
 

 State the purpose of HMDA 

 Identify the transactions that are HMDA applicable 

 Identify the data collection points 

 Recognize what applicant information to collect and when 
 
Course Outline: 
 
 Purpose 
 General Requirements 
 Definitions 
 Transactional Coverage 
 Data Points 
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This course is worth 0.5 CPE credit. – Course ID# P4640EN 
 
Homeowners Protection Act 
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Protecting Tenants at Foreclosure Act 
 
The Protecting Tenants at Foreclosure Act provides protections for tenants under certain 
conditions from evictions when the property where they reside is subject to foreclosure. This 
course will provide the requirements that successors in interest, including banks, must follow 
when foreclosing on a property in which tenants reside. This course is intended for lending staff. 
Rev-Dec. 2022. Course length ≈ 13 minutes. 
 
Learning Objectives:  
 

 List the requirements of PTFA 

 Explain the relationship to other Regulations and laws 
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 Ensure compliance with the CRA's reporting, recordkeeping, and disclosure 
requirements 

 
Course Outline:  
 
 Standards for Assessing Performance 
 Assessment Areas, Disclosures, Reports and Records 
 Ratings 

 
This course is worth 1.25 CPE credit. – Course ID# P3498EN 
 
Regulation M: Consumer Leasing   
 
Regulation M applies to all persons who regularly lease, offer to lease, or arrange for the lease 
of personal property under a consumer lease. The regulation is designed to provide consumers 
with meaningful disclosures that enable them to compare terms for a particular lease with those 
for other leases and, when appropriate, to compare lease terms with those for credit 
transactions. The regulation also provides for accurate disclosure in leasing advertisements and 
limits the size of balloon payments in consumer lease transactions. This course provides an 
overview of Regulation M. This course is intended for leasing personnel and compliance 
personnel. Course length ≈ 16 minutes. 
 
Learning Objectives:  
 

 State the purpose of Regulation M  

 Identify transactions that apply  

 Summarize the disclosure requirements 

 Discuss the requirements regarding advertising of consumer leases  
 
Course Outline: 
 

 Overview  

 Transactions 

 Disclosures  

 Renegotiations, Extensions, & Assumptions  

 Advertising 
 
This course is worth 0.5 CPE credit. – Course ID# P4325EN 
 
Regulation O: Insider Lending ± In Depth 
 
Regulation O governs extensions of credit made by a bank to an executive officer, director, or 
principal shareholder. It also applies to extensions of credit made by a bank to a political or 
campaign committee that benefits or is controlled by such a person. This course provides an in-
depth look at Regulation O. You will learn about extensions of credit, prohibitions and 
restrictions, reporting and recordkeeping and required disclosures. This course is intended for 
senior management, directors, and compliance personnel. Course length ≈ 28 minutes.    
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Learning Objectives:  
 

 Explain what constitutes an extension of credit  

 Understand how Regulation O prohibits certain extensions of credit  
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intended to loan operations and compliance personnel as well as lenders and management who 
are considering offering ARM loans. Rev–Oct. 2018. Course length ≈ 20 minutes.    
 
Learning Objectives:  
 

 Know the disclosures required for adjustable-rate mortgages 
• Know what is in each required disclosure 

 Know when the adjustable-rate notices are required 

 Know what is in each notice and the timing 
 
Course Outline: 
 

 General Disclosures & Notices 

 Variable Rate Disclosures 

 Integrated Disclosures 

 Interest Rate Adjustment Notices 

 Home Loan Toolkit 

 Right of Rescission 

 Periodic Statements 
 
This course is worth 0.5 CPE credit. – Course ID# P0170EN 
 
Regulation Z: APR & Finance Charge  
 
Regulation Z requires banks to disclose the terms and cost of consumer credit transactions and 
includes rules to inform and protect consumers. There are specific requirements for disclosure 
of annual percentage rate (APR) including how it is calculated and what finance charges are 
included or excluded and the accuracy tolerances. This course will discuss the details of 
disclosing the APR and how to determine what costs are considered finance charges. This 
course is intended for loan operations and compliance personnel. Rev–Oct. 2018. Course 
length ≈ 22 minutes.    
 
Learning Objectives:  
 

 Know what is meant by finance charge and what is included  

 Know what is meant by annual percentage rate 

 Know the tolerances for finance charge and APR 

 Understand when restitution for inaccurate disclosure is required 
 
Course Outline: 
 

 Finance Charge & Periodic Rates 

 Finance Charge Tolerances 

 Annual Percentage Rate 

 Disclosure of APR 

 Restitution & Reimbursement 
 
This course is worth 0.5 CPE credit. – Course ID# P0171EN 
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Regulation Z: Closed-End Credit (Non-
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Learning Objectives:  
 

 Identify a loan originator 

 Know whether compensation paid is permissible  

 
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Regulation Z: Open-End Credit (Real Estate) 
 
Regulation Z or the Truth in Lending Act, encompasses several laws or acts and has been 
amended over the years. The regulation requires creditors to disclose the terms and cost of 
consumer credit transactions and includes rules meant to inform and protect consumers. There 
are specific requirements for open-end credit plans, whether they are real estate secured or not. 
This course focuses on the requirements and limitation extended to open-end consumer credit 
secured by real estate. This course is intended for lenders, loan operations staff, and 
compliance personnel. Rev–Apr. 2020. Course length ≈ 30 minutes.    
 
Learning Objectives:  
 

 Ensure your bank is providing the appropriate disclosures to account holders in the 
required timeframes 

 Understand how costs, interest and fees are calculated and charged 

 Know what date payments must be credited to an account based on when they were 
received 

 Determine when disputes must be resolved and the understand the activities a creditor 
is prohibited from when there is a dispute 

 
Course Outline: 
 

 Disclosures 

 Loan Calculations 

 HELOC Limitations 

 Right of Rescission 

 Periodic Statements 

 Crediting of Payments 

 Billing Error Resolution 
 
This course is worth 0.5 CPE credit. – Course ID# P0178EN 
 
Regulation Z: Overview 
 
Regulation Z or the Truth in Lending Act, is one of the most complex regulations within banking. 
The regulation encompasses several laws or acts and has been amended over and over. The 
regulation requires creditors to disclose the terms and cost of consumer credit transactions 
along with a host of other things. This course will provide an overview of each of the subparts 
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compliance officers, loan operations departments, lenders. Senior management may also want 
to take this course to determine if private education loans is a product line they want to offer. 
Rev–Oct. 2018. Course length ≈ 10 minutes.    
 
Learning Objectives:  
 

 Determine if an application you receive is for a private education loan 

 Know when to provide specific disclosures to an applicant 

 Understand the rights a borrower has to cancel the transaction 
 
Course Outline: 
 

 Coverage 

 Disclosures 

 Other Requirements 
 
This course is worth 0.25 CPE credit. – 
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Learning Objectives:  
 

 Understand which loan types apply to RESPA and which are exempt 

 Know which loan types require various disclosures 

 Understand the purpose, timing, and content of the Good Faith Estimate and Settlement 
Statement 

 Know when to deliver various Mortgage Servicing Disclosures and what is included 
within them 

 
Course Outline:  
 
 Coverage 
 General Disclosures 
 Good Faith Estimate 
 Settlement Statement 
 Home Loan Toolkit 
 Mortgage Servicing Transfer 

 
This course is worth 0.5 CPE credit. – Course ID# P0183EN 
 
RESPA: Escrow 
 
The Real Estate Settlement Procedures Act, Bureau’s Regulation X, sets the requirements for 
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RESPA: Overview 
 
The Real Estate Settlement Procedures Act requires lenders, mortgage brokers, and mortgage 
servicers to provide borrowers with pertinent and timely disclosures regarding the nature and 
costs of the real estate settlement process, place caps on required escrow deposits for 
insurance and taxes, eliminate kickbacks and referral fees, and set requirements for servicing a 
mortgage loan. This course provides an overview of the sections and requirements of RESPA. 
This course is intended for those working in the consumer real estate lending arena. Rev–Oct. 
2018. Course length ≈ 25 minutes.    
 
Learning Objectives:  
 

 Understand what types of loans require certain disclosures prior to consummation of the 
loan 

 Know the basic requirements of maintaining and servicing escrow accounts 

 Know what mortgage servicing rules apply to all servicers and those that small servicers 
are exempt from. 

 Recognize the restrictions RESPA applies to kickbacks, unearned fees and affiliated 
business arrangements. 

 
Course Outline:  
 
 Coverage 
 Loan Application Disclosures 
 Escrow 
 Mortgage Servicing 
 Section 8 Violations 

 
This course is worth 0.5 CPE credit. – Course ID# P0187EN 
 
SAFE Act Training for MLOs 
 
The Secure and Fair Enforcement for Mortgage Licensing Act (SAFE Act) mandates a 
nationwide licensing and registration system for residential mortgage loan originators as well as 
the development of policies and procedures for complying with the Act. This course will provide 
mortgage loan originators with the information needed to ensure compliance with the SAFE Act. 
Rev–May 2020. Course length ≈ 30 minutes. 
 
Learning Objectives: 
 

 Determine if you are a mortgage loan originator that needs to register with the NMLS 

 Understand your responsibilities as a registered MLO 

 Ensure compliance with the Act 
 

Course Outline: 
 
 What is an MLO? 
 MLO Responsibilities 
 The Registration Process 
 Use of the Unique Identifier 
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Course Outline: 
 

 Introduction 

 Applicability 

 General Provisions 

 General Relief 

 Protections on Certain Loans 
 

This course is worth 0.5 CPE credit. – Course ID# P0535EN 
 
 
 
 
 
 
 
 
 
 
 
 

Compliance – Other Regulations 

 
Advertising Compliance     
 
The regulations that govern how banks advertise their products and services cover all forms of 
advertising, from interior displays, print and broadcast media, and mail campaigns, to notices on 
a bank’s website. Many of these rules are complex and compliance can be challenging. This 
course will provide an overview of the key laws (Reg DD, Reg Z, Reg M) and regulations that 
your bank’s advertising and marketing initiatives must comply with to truthful and transparent 
and avoid UDAAP (Unfair, Deceptive, or Abusive Act or Practices) violations. This course is 
intended for marketing and compliance personnel. Course length ≈ 22 minutes. 
 
Learning Objectives:  
 

 

 �x 
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This course is worth 0.5 CPE credits. – Course ID# P3243EN 
 
E-Sign Act 
 
The Electronic Signatures in Global and National Commerce Act, more commonly known as the 
E-Sign Act applies to all banks and permits a bank to deliver disclosures, information or other 
paperwork that are required by regulation, law or statue to be provided in writing, electronically, 
so long as the consumer has affirmatively consented to receive the information electronically 
and has not withdrawn consent. This course will provide details on the requirements of the E-
Sign Act. This course is intended for compliance and operations personnel as well as customer 
facing staff. Rev–Apr. 2022.  Course length ≈ 14 minutes. 
 
Learning Objectives: 
 

 Provide a consumer or person with the required information to consent electronically; 

 Ensure the bank has procedures in place to demonstrate accessibility; and  

 Retain records to prove compliance with the E-Sign Act 
 
Course Outline:  
 

 Introduction 

 Requirements 

 Accuracy, Accessibility & Record Retention 

 Compliance Regulations and E-Sign 

 Summary 
 
This course is worth 0.25 CPE credit. – Course ID# P3729EN 
 
FDIC Membership Signage & Statementsments
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Course Outline:  

 FDIC Official Signs 

 Displaying the Official Signs 

 Non-Deposit Investment Products Signage & Notification 

 Advertisements 

 Policies & Procedures 

This course is worth 0.25 CPE credit. – Course ID# P4913EN 
 
Gramm-Leach-Bliley Act Overview  
 
Advances in information technology have enables companies to collect, compile, analyze and 
deliver data around the world much more quickly and cheaply that ever before. These 
technological advances have also brought new challenges to protecting information privacy. The 
American public has shown strong concerns about the privacy of its personal information – 
buying habits, medical records, personal and financial information, to name just a few. With this 
in mind, this course presents the fundamentals on privacy regarding the use of personal 
information that is obtained from customers and consumers in the course of running a business 
and more specifically, within a financial institution. Rev–Jun. 2019. Course Length ≈ 35 
minutes. 
 
Learning Objectives: 
 

 Explain the Gramm-Leach=Bliley Act and its key purpose 

 Appreciate the driving forces behind the privacy regulation 

 Understand and apply key privacy terms and concepts  

 Understand an organization’s obligations under the privacy regulations 

 Perform your job functions in a manner consistent with the privacy requirements 

 Learn how an organization’s Privacy Notice is properly distributed in the course of 
customer interaction 

 
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Learning Objectives:  
 

 List each of the red flag categories 

 Understand the specific red flags 

 Comply with the specific requirements contained within certain red flags 
 
Course Outline: 
 

 Alerts, Notifications or Warnings from a CRA 

 Activity on Covered Accounts 

 Suspicious Personal Identifying Information 

 Activity on Covered Accounts 

 Notification of Identity Theft 

 Response to Red Flags 
 

This course is worth 0.5 CPE credit. – Course ID # P3145EN 
 
Red Flags Identity Theft: The Program 
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Customer Service / Sales  

 
Creating Valuable Customer Relationships  
 
Good customer relations are a key success factor in any business. This course will help you 
discover the advantages to you and your customers of reaching out to each other and 
communicating openly. You will examine issues such as rapport and trust, and identify what 
clients want in terms of communication. You will learn some techniques for establishing trust 
and eliminating negative messages from your communication, both of which will have a 
significant impact on your client relations. Finally, you will discover some challenging personality 
types and learn strategies for dealing with them. 
 
Learning Objectives: 
 
 List four key client expectations 
 Describe the three basic elements of building rapport 
 Define “customer focus” and identify strategies for developing customer focus 
 List strategies for avoiding negative messages 

 
 Course Outline: 
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this course will wake you from the nightmare and show you how to calm angry 
customers and resolve their complaints while keeping your cool. 
 

 Creating Winning First Impressions – First impressions are made within minutes, but 
they last much longer than that and can seriously affect a client's decision to choose you 
and your company or to go elsewhere. Making a positive first impression requires 
knowing the elements that influence them and learning how to control them. In addition 
to what happens in the first few minutes, however, there is the need to maintain the 
impression, and this requires effective communication skills. 
 

 Creating Valuable Customer Relationships – Good customer relations are a key success 
factor in any business. This module will help you discover the advantages to you and 
your customers of reaching out to each other and communicating openly. You will 
examine issues such as rapport and trust, and identify what clients want in terms of 
communication. You will learn some techniques for establishing trust and eliminating 
negative messages from your communication, both of which will have a significant 
impact on your client relations. Finally, you will discover some challenging personality 
types and learn strategies for dealing with them. 
 

 Communicating Proactively – This course presents three proactive communication 
models and provides multiple examples that will help you identify the components of 
each. The three models – the explanation model, agreement model and closure model – 
will teach you how to become a stronger, more positive communicator. 
 

 Work Process Basics – Every work process is part of a larger process that may be made 
up of smaller ones. Understanding the process flow and scope is the key to establishing 
100 percent conformance in a work process. This course will analyze work as a process 
by identifying the requirements necessary to produce quality work, defining process flow 
and scope, and looking at inputs and outputs. The course will also show you how to 
keep quality number one and examine listening skills to ensure that customer 
requirements are met. 
 

 Practice Active Listening – How often have you attended a meeting and walked away 
without a clear recollection of what was discussed? You might have heard what was 
being said, but you weren't really listening. And that's the problem. Active listening is a 
skill that few of us possess, but it is a skill that is worth learning because it will improve 
your ability to provide quality service to your customers. This module will help you 
improve your listening skills by explaining the difference between hearing and listening, 
and by outlining the steps involved in becoming an active listener. 
 

 Writing Effective Emails – Improve your ability to write effective email. You will learn 
useful skills whether you are sending internal e-mail or composing emails to send to 
clients or customers. 
 

 Telephone Techniques – This course provides an introduction to effective telephone 
techniques. Many people overlook the importance of telephone communications, yet the 
telephone is the most common means for customers to contact a firm. Lack of 
understanding about effective telephone techniques can lead to lost sales or customers. 
This course will teach skills that help boost organizational success and professionalism. 

 
This program is worth 11 CPE credits. – Course ID# P0293EN 
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Customer Loyalty Improvement 
 
This course will provide employees and managers with a basic understanding of and tools for 
building customer loyalty. It covers basic principles and approaches to dealing with customers 
and creating loyal, repeat customers. 
 
Learning Objectives: 
 
 Recognize the importance of customer loyalty and the high costs of lost customers. 

 Identify the sources of customer turn-offs: what makes people dissatisfied. 

 Review techniques for dealing effectively with unhappy customers in a professional and 
helpful way. 

 Identify the role of customer expectations in determining satisfaction and loyalty. 

 Recall the best loyalty-building service behaviors. 

 
Course Outline:  
 

 What Is Customer Loyalty? 

 Primary Customer Turn-offs 

 Recovering Lost Customers 

 Exceeding Customer Expectations 

 Interacting with Customers 

 Becoming a Loyalty Builder 

 
This course is worth 0.75 CPE credits. – Course ID #P4331EN 
 
Developing Strong Customer Relationships 
 
Your customers will make you or break you, and developing relationships is the bottom line. 
Find out how you can provide consistent and legendary customer service to maintain your 
competitive position. 
 
Learning Objectives:  
 
 Identify your customers. 

 List techniques to assess and evaluate customer perceptions and expectations. 

 Recall methods to communicate information about customers to employees. 

 Identify ways to provide extraordinary customer service. 

 Recall strategies to resolve customer service problems. 

 Outline ways of maintaining a customer-friendly culture. 

 
Course Outline:  
 

1. Strategy 1 – Know Your Customer 

2. Strategy 2 – Develop a Customer Focus 

3. Strategy 3 – Maintain a Customer Friendly Culture 
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This course is worth 0.75 CPE credit. – Course ID# P4090EN 
 
New Business Development: Cold Calling 
 
New business development is critical for the ongoing success of any business. Contacting 
prospective new customers or prospects on the phone is one of the most powerful ways to 
maintain this new business stream. New business development in the form of cold calling 
prospects is a unique form of telephone sales, requiring and approach and a skill set that are 
different than typical selling skills. This program examines these areas of difference and guides 
learners through the creation of a roadmap to successf
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service cannot be fully automated; it must happen with and between people. And even though 
we know when we receive good customer service, it is hard to define or to quantify. In this 
course, we will look at the value of customer service and how to implement it in organizations. 
Customer service is a cornerstone of any business, and every employee can make a difference. 
Rev–May 2019. 
 
Learning Objectives: 
 

 State the value of customer services 

 Define customer service basics 

 Outline effective communication strategies 

 Review steps to be followed when handling customer complaints 

 Recall key customer service skills 
 
Course Outline:  
 

 The Value of Customer Service 

 At Your Service 

 Communicating With Your Customer 

 Handling Complaints 

 Service Success 
 
This course is worth 1 CPE credit. – Course ID# P5960EN 
 
Sales Is Just Great Service! (for Community Bankers)  
 
With an increase in the number of institutions competing to meet the financial needs of 
customers, it is more difficult for community banks to retain their customers' loyalty. Community 
bankers nationwide have identified a need to develop a sales culture in order to help their banks 
survive and prosper. ICBA developed this six-part e-learning program to give employees of 
community banks strategies for promoting the success of their institution by expanding existing 
relationships with customers. 
 
This program is worth 4 CPE credits. – Course ID# P1249EN 
 
Sales: Closing 
 
A good close is the result of the steps leading up to it. Preparation is critical, and it includes 
personal development, strategic planning and effective tactics individualized for each prospect. 
Many potentially effective salespeople are unable to complete the only element of a sale that 
results in income - closing. This course examines the issues related to preparing and setting the 
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Sales: Cold Calling 
 
Cold calls require careful planning and preparation. Whether a telephone or face-to-face cold 
call, a sales professional usually has one opportunity to spark the interest of a potential client. 
You must know what you want to achieve before you make a cold call. In this course, you will 
learn the strategies and tips to become more confident and competent in making cold calls. This 
course describes both the technical and the psychological techniques and methods to help you 
overcome an apprehension and conduct a sales call that gets results. Rev–May 2019. 
 
This program is worth 1 CPE credit. – Course ID# P5936EN 
 
Sales: Qualifying Prospects 
 
Everyone must manage the time and energy they have to get the most results for their efforts. 
For sales professionals, part of this efficiency comes from qualifying sales prospects. This 
course introduces techniques and methods for making sure that you are following sound 
principles as you qualify prospects and determine where to invest your time for the best 
potential payoff. Rev–May 2019. 
 
This program is worth 1 CPE credit. – Course ID# P5941EN 
 
Sales: Team Effectiveness 
 
Leadership is the most important element of a sales force's success, and it has some unique 
challenges. In this course, a sales force leader will learn how to get a sales team organized, 
motivated, and focused on results. There are suggestions and tools for creating a cohesive 
team, developing a high level of commitment to goals, and coaching sales professionals for 
improved performance. Rev–May 2019. 
 
This program is worth 1 CPE credit. – Course ID# P0283EN 
 
Sales: Telephone Skills 
 
Selling by phone is an art, but those who are successful will tell you that it is also a skill that can 
be developed, honed, and mastered. It is also part science in that communication occurs when 
certain elements are satisfied. This course identifies the specific selling techniques and 
strategies that salespeople need to be effective over the phone. It provides suggestions for 
relieving the anxiety of picking up the phone, checklists to make sure you are prepared for that 
all-important conversation, and techniques for polishing your over-the-phone approach. Rev–
May 2019. 
  
This program is worth 1 CPE credit. – Course ID# P5948EN 
 
Sales: The Basics 
 
Selling is a complex and sophisticated process. Becoming a skilled sales professional is a 
rewarding professional goal that takes time to achieve. In this course we will provide you with 
practical tips on identifying the features and benefits of your product and service, conducting a 
competitive analysis, preparing sales presentation, handling objections, and using customer 
feedback to improve performance. Rev–May 2019. 
 





 

Page 121 of 210 
 

Learning Objectives: 
 

 Define selling 

 Recognize the steps in the Systematic Selling process 

 Identify the different ways of making contact with a prospect 

 Recall the steps that should be followed when making a cold call 

 Outline strategies for corresponding with a prospect via email or telephone 

 Review the approach that should be followed when calling a prospect 
 
This program is worth 0.75 CPE credit. – Course ID# P1088EN 
 
Systematic Selling ± Handling Obstacles 
 
This course examines the five-step process for responding to obstacles and explores several 
effective techniques that can be used to counter client concerns. 
 
Learning Objectives:  
 

 Outline appropriate reactions to the raising of an obstacle 

 Recall the steps for responding to obstacles 

 Identify potential concerns based on individual behavior styles 

 Review techniques for dealing with obstacles 

 
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Learning Objectives:  
 

 List the characteristics of a prospect-focused recommendation 

 Distinguish between features and benefits 

 
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professional selling techniques. These will help you develop strategies that you can apply to 
your own role and target market. The goal of the Systematic Selling program is to enable you to 
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 Branding and the Future 

 
This course is worth 1 CPE credits. – Course ID# P2736EN 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Finance  

 
Basics of Budgeting  
 
Finance is the lifeblood of any business. Whatever the business goals and objectives, financial 
return is a priority. A business is commonly viewed as operating from year to year by its 
stakeholders, financial institutions, and by investors. Each year, a business prepares to go on a 
journey. Successful, energetic businesses have a clear idea of what the destination is going to 
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 Define accounts receivable aging report and explain what it is used for 

 Assess the kind of business help you need 

 Discuss the role of business professionals in advising small companies 

 Summarize the three-step Risk Management Strategy 

 Explain the relationship between cost structure and risk 

 
Course Outline:  
 

 Managing your cash 

 Financing your business 


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 Ensuring that all instances of mortgage fraud at your institution are reported accurately 
 Indicators of Mortgage Fraud 
 Preventing Mortgage Fraud 

 
This course is worth 0.5 CPE credit. – Course ID# P2391EN 
 
Real Estate Wire Fraud Awareness 
 
This course is designed for employees of banks, real estate companies, title companies, 
settlement agencies as well as property buyers. Learn about the fraudulent misdirection of 
closing funds in real estate transactions (real estate wire fraud), how it works, what you can do 
to prevent it, what to do if you are a victim and liability implications. Rev–Jun. 2021. Course 
length ≈ 30 minutes. 
Learning Objectives: 
 

 Describe what real estate wire fraud is and how it works 

 Recall how cyberthieves deceive property buyers into wiring closing funds into bogus 
accounts 

 Outline ways property buyers can prevent being scammed 

 Recognize ways other parties can prevent having their email accounts compromised 

 Summarize actions to take if you are a victim of real estate wire fraud 

 Identify issues around liability for financial loss 
 
Course Outline:  
 

 How Real Estate Wire Fraud Works 

 What You Can Do to Prevent It 

 What to Do If You Are a Victim 

 Liability for Financial Loss 
 
This course is worth 0.75 CPE credit. – Course ID# P0663EN 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 









 



 

Page 137 of 210 
 

 Bank Structure 

 Banking Finance 

 Banking Products & Service 

 Compliance 

 Security 

 Fraud 

 
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provide the participant with the necessary skills and information required to perform first aid, nor 
is it intended to replace a certified first aid training course from an approved first aid training 
provider.  
 
This program is worth 1.5 CPE credits. – Course ID# P2084EN 
 
H1N1 Flu Preparedness for Employees   
 
According to the World Health Organization (WHO), 5% to 20% of the world's population is 
infected each year with an influenza virus. In March 2009, a new strain of flu – H1N1 – 
appeared in Mexico, and then quickly spread around the world through human-to-human 
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Health and Safety for Small Business   
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Office Safety   
 
Learn how to make the office a safe working environment.  
 
This course is worth 0.5 CPE credit. – Course ID# P0169EN 
 
Safe Driving (US)   
 
The Safe Driving program is designed to assist drivers of all ages to understand many of the 
factors which can help ensure a safe driving experience in most circumstances. This course 
contains 4 modules. Rev–Apr. 2019. 
 
This course is worth 2.5 CPE credit. – Course ID# P2859EN 
 
Safety and Health Awareness 
 
Everyone in the workplace is responsible for keeping the workplace safe. Information and 
training play important roles in the establishment and maintenance of a safe and healthy 
workplace. This course outlines key rights and responsibilities of employers, supervisors and 
workers. It also highlights how you can learn and apply safe workplace practices. Rev–Jun. 
2019. 
 
This course is worth 0.5 CPE credit. – Course ID# P0282EN 
 
Safety Attitudes and Actions  
 
Have you ever thought about just how safe your work area is? Do you know about the hazards 
at your work site? Are you sure that all proper precautions are being take? A single accident can 
be devastating, that is where Safety Audits come in. They help you make sure that you are 
doing everything possible to ensure worker safety. Rev–Jul. 2019. 
 
This course is worth 0.5 CPE credit. – Course ID# P1813EN 
 
Safety in Fire Prevention  
 
This course provides basic information on the precautions and procedures necessary for fire 
protection and safety in the workplace. Topics covered include fire prevention techniques, the 
types and classes of fires and fire extinguishers, and first aid procedures for dealing with fire-
related injuries. Rev–Jul. 2019. 
 
This course is worth 0.5 CPE credit. – Course ID# P5427EN 
 
Slips, Trips and Falls   
 
Reduce the risk of slip, trip and fall injuries in the workplace. Rev–Jul. 2019. 
 
This course is worth 0.25 CPE credit. – Course ID# P1071EN 
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HSA/IRA 

 
Conversions 
 
Learn the latest rules and regulations on IRA conversion, reconversions, and failed conversion. 
This course looks at the procedures for handling these transactions, as well as the tax and 
reporting implications unique to each of these transactions from both the IRA owner’s and the 
financial organization’s perspective. Note regarding the Test: You must obtain a score of 80% 
or higher to complete the course. If you do not pass the test, you may try again. To re-take the 
test, click the Exit button. This will close the course. Re-launch the course from your Current 
Enrollments. When it asks you if you “Would like to resume where you left off?”, click NO. Then 
click on the Menu button in the upper right. You can choose from the menu options to review 
certain content areas within the course or click on Assessment and go directly to the test and 
retry. Rev–Feb. 2024. 
 
Learning Objectives: 
 

 List the tax implications of a conversion 

 Describe the written, irrevocable conversion election that is required by the IRS 

 Determine the time restrictions for a reconversion 

 Explain the difference between an invalid conversion and a failed conversion 

 Report conversions accurately 
 

This course is worth 1 CPE credit. – Course ID# P0477EN 
 
Establishing an IRA 
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This course is worth 1 CPE credit. – Course ID# P0484EN 
 
Funding HSAs 
 
All of your main HSA funding questions are answered in this course, including contribution 
limits, deadlines, and the effects of Medicare on HAS eligibility. In addition, a discussion on 
qualified HSA funding distributions will help you provide HSA owners with a way to immediately 
fund their HSA, even if they don’t have cash on hand. Note: Audio is required for this course. 
Rev–Apr. 2024. 
 
Learning Objectives: 
  

 Discuss the regular contribution and catch up contribution limits  

 
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Learning Objectives: 
 

Å Explain when a penalty may apply for improper reporting 

Å Complete Forms 5498 and 1099-R accurately 

Å State the deadlines for required reporting 

Å Describe how to report a revoked IRA 

Å Summarize the reporting requirements due to the death of an IRA owner 

Å List the necessary components when filing the various required statements and IRS 
forms 

Å Understand your financial organization’s RMD reporting responsibilities 
 
This course is worth 1 CPE credit. – Course ID# P0487EN 
 
IRA to IRA Transfers and Rollovers 
 
Transfers and rollovers are two methods of moving assets from one IRA to another IRA of the 
same type. Understanding the procedures of each is essential to your IRA operations. This 
course provides details on both transfers and rollovers. Compliance concerns of transfers and 
rollovers after age 70½ at death, and in the case of divorce are also identified. Note regarding 
the Test: You must obtain a score of 80% or higher to complete the course. If you do not pass 
the test, you may try again. To re-take the test, click the Exit button. This will close the course. 
Re-launch the course from your Current Enrollments. When it asks you if you “Would like to 
resume where you left off?”, click NO. Then click on the Menu button in the upper right. You can 
choose from the menu options to review certain content areas within the course or click on 
Assessment and go directly to the test and retry. Rev– Apr. 2024. 
 
Learning Objectives: 
 

 Understand the procedures for transfers and rollovers due to a divorce or legal 
separation 

 Recognize the compliance concerns with rollovers after age 70½ 

 Report rollover transactions accurately 

 List the documentation requirements and recommendations for transfers and rollovers 

 Describe how to perform IRA-to-IRA transfers and rollovers 

 Compare the transfer and rollover options available to IRA beneficiaries upon the death 
of the IRA owner 

 Contrast the differences between transfers and rollovers 
 
This course is worth 1 CPE credit. – Course ID# P0480EN 
 
Traditional IRA RMDs 
 
Required minimum distributions (RMDs) make up a large part of any financial organizations IRA 

-
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Best Practices for Returning to Work for Employers 
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When created, new ideas themselves have very little value and, unless handled carefully, can 
prove to be very costly. In this course, we will take you through the fundamentals of how to 
prevent this from occurring. We will show you how creativity and innovation can be made to 
work. As you move through the various sections, you will begin to see how an overall 
framework, processes, methods and techniques can make creativity and innovation a valuable 
asset, not only in the workplace but for the organization. Rev
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may be imposed for certain offenses. This course provides practical advice on implementing or 
improving your discipline policy. You will learn to establish a policy and document all incidents, 
keeping workforce dissatisfaction to a minimum, increase productivity, and boost morale. Rev–
Nov. 2018. 
 
This course is worth 0.75 CPE credit. – Course ID# P5897EN 
 
Effective Performance Feedback   
 
Providing effective performance feedback is an important part of your role as a manager. This e-
learning module will give you an understanding of the importance of performance feedback. 
Rev–Nov. 2018. 
 
This course is worth 0.5 CPE credit. – Course ID# P1547EN 
 
Employee Discipline   
 
The Strategies and Tips in this course will help a manager to improve overall performance by 
knowing when and how to take corrective action with problem employees. You are given 
specific disciplinary methods in this course, and techniques to ensure compliance. There are 
also tools and techniques for developing workable solutions with the individual involved and 
direction on what can be done if efforts are not successful.  
 
This course is worth 1 CPE credit. – Course ID# P5902EN 
 
Employee Performance Recognition   
 
Recognizing employee performance and giving positive reinforcement is a key element of 
motivation. Master this ability and reap the benefits of a motivated, high performing individual or 
team.  
 
This course is worth 1 CPE credit. – Course ID# P5944EN 
 
Equitable Treatment: A Guide for Supervisors   
 
This course provides an overview of equitable treatment in the workplace and the laws that 
prohibit discrimination. The importance of equitable treatment is emphasized as an approach for 
ensuring that all employees within an organization are provided with an equal chance to 
succeed.  
 
This course is worth 1 CPE credit. – Course ID# P2737EN 
 
Establishing Performance Goals and Expectations   
 
Productive and motivated employees are those who clearly understand what is expected of 
them in terms of performance and behavior. This course has tools and methods for 
collaboratively establishing goals and specific performance criteria for all employees. There are 
tips to help you obtain commitment to your goals and methods to help you review performance 
goals regularly. It also includes documentation guidelines and techniques to help you get results 
through effective feedback and positive reinforcement.  
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 Build skills to increase generational connectedness, knowledge sharing, and leadership 
development 

 Learn practical ways to connect with people who identify within different generations to 
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This certificate includes 22 courses and a final exam. The examination for this course is now in 
an improved format that will allow you - upon exam completion - to review the questions and 
your answers. As before, you still have 3 attempts to pass the exam. If you already passed the 
exam in its previous format, you will now have 3 additional attempts to take the exam in its new 
format. All scores for all attempts on the exam in either format is on file and will display in the 
Assessment Report. Once you pass the exam in its new format, you will receive a printable 
online certificate, and you will no longer be able to access the exam. Rev–Aug. 2018. 
 
This program is worth 12 CPE credits. – Course ID# P1468EN 
 
Workplace Bullying ±
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Disaster recovery for banks was a plan written to help the bank recover in the event of a natural 
disaster.  With continued interdependence on technology, these plans have become more 
comprehensive to encompass many different types of events that can disrupt normal bank 
operations.  This planning has evolved into what is now known as Business Continuity 
Management (BCM).  BCM plans incorporate analysis of potential system downtimes, 
resources, and risks to provide sound strategies and detailed plans for recovery and resilience 
of normal bank operations in various types of “disaster” scenarios.  This course outlines the 
steps to build a sound BCM plan according to regulatory guidance. This course is intended for 
management, directors, and security personnel, both physical and information. Rev–Jul. 2020. 
Course Length ≈ 40 minutes. 
 
Learning Objectives: 
 

• Understand the terminology and components of Business Continuity Management 

• Understand how to build a strong Business Impact Analysis 
• Understand the components of Risk Assessment 
• Understand Resilience and the importance of Business Continuity strategies 

• Understand how to build a strong Business Continuity Plan 
• Understand how to train your employees and test the plan 
• Understand requirements for Board reporting 

• Develop a sound Business Continuity Management Program for your bank 
 
Course Outline:  
 

 Overview 

 Management & Policy 

 Business Impact Analysis 

 Risk Assessment 

 Developing Business Continuity Strategies 

 Business Continuity Plan 

 Training & Testing 

 Review & Reporting 
 
This course is worth 0.5 CPE credit. – Course ID# P0449EN 
 
Clean Desk Policy 
 
The purpose of the Clean Desk Policy is to help reduce the risk of information theft, fraud, or a 
security breach caused by sensitive information being left unattended and visible in plain view. 
IT also promotes physical security and work efficiency. This course will outline the purpose, 
goals and actions required to comply with the policy. Rev–Jul. 2020. Course Length ≈ 30 
minutes. 
 
Learning Objectives: 
 

 Recall why the company has a Clean Desk Policy 

 Outline the specific goals of the policy 

 Summarize the actions required to comply with the policy 
Course Outline:  
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 Introduction 

 Why We Have a Clean Desk Policy 

 What Do You Need to Do to Comply 
 

This course is worth 0.5 CPE credit. – Course ID# P0686EN 
 
Cloud Computing: An Introduction  
 
This course, 'Cloud Computing: An Introduction' introduces learners to the exciting world of 
cloud computing. The learner will explore how cloud computing evolved, learn how businesses 
can benefit from cloud computing, and understand the risks involved in cloud computing. Topics 
covered in this course include basic computing attributes; cloud computing defined; the 
characteristics of cloud computing; the cloud computing service delivery models; cloud 
implementation models; the financial, technological, and operational benefits of cloud 
computing; and the risks of cloud computing along with the mitigation of those risks. Rev–Nov. 
2019. Course length ≈ 60 minutes. 
 
Learning Objectives: 
 

 Describe the evolution of cloud computing 

 Compare different cloud service models 

 Explain the benefits of the various types of cloud implementation models 

 Identify the risks and challenges in moving to the cloud 
 

Course Outline:  
 

 From the Beginning (history, basic components, definitions, characteristics) 

 Into the Cloud (Service Delivery Models – SaaS, PaaS, IaaS) 

 Benefits of the Cloud (financial, technological, operational) 

 Risks and Challenges 
 
This course is worth 1 CPE credit. – Course ID# P2816EN 
 
Colorado Consumer Data Privacy Le(i)-8
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statements and personally identifiable information (PII). Rev–Mar. 2021. Course Length ≈ 20 
minutes. 
 
Learning Objectives:  
 

 Explain how cyberthieves hack and spoof e-mail accounts 

 Describe common BEC schemes and their goals 

 Outline the characteristics of BEC e-mails 

 Recall policies for reducing financial loss 

 Summarize ways to minimize the risk of having your e-mail account hacked 
 

Course Outline:  
 

 Introduction 

 How cyberthieves prepare for BEC attacks 

 Common BEC schemes 

 Reducing the probability of a BEC attack 
 

This course is worth 0.5 CPE credits. – Course ID # P0647EN 
 
IT Security: Corporate Account Takeover 
 
This course is designed for all employees who use computers and other electronic devices in 
the course of their work. Employees learn to recognize Corporate Account Takeover (CATO) 
attacks and take action to defend against them. Rev–Nov. 2021. Course Length ≈ 41 minutes. 
 
Learning Objectives: 
 

 Recall what Corporate Account Takeover (CATO) is 

 Recognize common social engineering technique and technological approaches 
cyberthieves use to take over corporate accounts 

 Summarize safe online behavior to protect corporate accounts and systems 

 Use technological safeguards to protect against CATO 
 

Course Outline:  
 

 Introduction 

 Common CATO Techniques - Social Engineering 

 Common CATO Techniques - Technological Attacks 

 Protecting Accounts and Systems with Safe Online Behavior 

 Protecting Accounts and Systems with Technology 
 

This course is worth 0.5 CPE credits. – Course ID # P3123EN 
 
IT Security: Credential Stuffing 
 
This course explores credential stuffing. Credential stuffing is a type of cyberattack in which 
user IDs and passwords obtained from a data breach on one service are used to attempt to log 
into another, unrelated service. You could be a credential stuffing victim if you use the same 
user ID and password on multiple services. Learn about the potential negative effects of a 
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successful credential stuffing attack, and best practices for IT Departments and employees to 
prevent credential stuffing attacks. Rev
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IT Security: Password Security Awareness 
 
This course explores the importance of having strong passwords, how and why hackers access 
accounts and systems, the consequences of these security breaches as well as both good and 
bad password security practices. Rev–Oct. 2021. Course Length ≈ 20 minutes. 
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Course Outline:  
 

 Mobile Devices in the Bank Environment 

 Compliance (policies, privacy, security) 

 Email on Devices (syncing, sending, threads) 

 Threads and Filing Systems 
 
This course is worth 0.5 CPE credits. – Course ID# P3297EN 
 
Overview of Basic AI Tools  
 
This course offers a synoptic view of the most popular generative AI tools in the market in 
diverse applications. Learning about ChatGPT for text, DALL-E for images, GitHub Copilot for 
code, Synthesia for videos, and AIVA for music enables you to explore cutting-edge 
technologies that automate content creation and streamline workflows. 
 
Learning Objectives: 
 
 Describe the uses of ChatGPT 
 Describe the uses of Dall-E 
 Explain the uses of GitHub Copilot 
 Identify the uses of Synthesia and AIVA 
 Recognize how to choose the right tool for your use 

 
Course Outline:  
 

 ChatGPT 

 Dall-E 

 Github Copilot 

 Synthesia and AIVA 

 Selecting a Tool 
 
This course is worth 0.25 CPE credits. – Course ID# P4864EN 
 
Phishing and Ransomware   
 
Phishing & Ransomware are general terms for any attempt to collect personal, financial and 
sensitive information. The information is then used to access the targeted individual's accounts 
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 Ensure bank policies and procedures are in place to protect against and respond to 
phishing 
 

Course Outline:  
 

 Social Engineering (types, history, tactics) 

 Identifying Phishing 

 Phishing and Banks 

 Malware and Ransomware (definitions, types, prevention) 

 How Banks Can Reduce Risk 

 Policies and Procedures 
 
This course is worth 1 CPE credit. – Course ID# P4027EN 
 
Social Engineering Awareness 
 
This course explores what social engineering is, the types of social engineering attacks 
criminals use and the techniques they use to manipulate people into performing actions that 
either compromise their computers and devices or expose personal or sensitive information. 
Learn to recognize social engineering attempts and ways to avoid becoming a victim. Rev–Oct. 
2021. Course Length ≈ 36 
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Learning Objectives:  
 

 Describe the characteristics of the two types of supply chain attacks 

 Outline practices for protecting your organization against supply chain attacks 

 Summarize approaches to evaluating supply chain partners’ security posture 

 Recall practices to reduce the probability of successful third-party software attacks 
 

Course Outline:  
 

 Introduction 

 Types of Supply Chain Attacks 

 Mitigating Island Hopping Attacks 

 Mitigating Third-Party Software Attacks 
 

This course is worth 0.5 CPE credits. – Course ID # P0688EN 
 
Synthetic Identity Fraud 
 
This course explores how fraudsters create synthetic identities and use them to get credit cards 
and other forms of credit. Learn how synthetic identities are created, how fraudsters use them to 
get a positive credit score, then “bust out”, or max out the credit on cards, lines of credit etc. 
Learn to recognize red flags indicating that a credit applicant may be using a synthetic identity. 
Rev–Jun. 2021. Course Length ≈ 22 minutes. 
 
Learning Objectives:  
 

 Recognize what synthetic identity fraud (SIF)is and how it differs from traditional identity 
fraud 

 Recall how and why fraudsters create synthetic identities 

 Summarize factors contributing to SIF growth 

 Describe credit bust-outs 

 Outline ways to recognize SIF 
 

Course Outline:  
 

 Introduction 

 About Synthetic Identity Fraud 

 Identifying Synthetic Identity Fraud 
 

This course is worth 0.5 CPE credits. – Course ID # P0676EN 
 
Virginia Consumer Data Privacy Legislation 
 
This course explores consumers’ rights and businesses’ obligations under the Virginia 
Consumer Data Privacy Act (CDPA). The CDPA applies to companies worldwide that do 
business in Virginia. The legislation requires businesses to be more transparent about how they 
collect, use, and disclose personal data collected from Virginia consumers. Rev – Mar. 2022. 
 
This course is worth 0.5 CPE credit. – Course ID# P3553EN 
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deal with issues relating to communication, resistance and productivity.  This course describes 
how to plan the change process, address the phases of transition, and ensure results. 
 
Learning Objectives:  
 

 Explain how to plan the change process by setting goals and developing strategies 

 Describe the phases of transition 

 Demonstrate how to ensure results by reinforcing the vision and monitoring progress 
 
Course Outline:  
 

 Introduction 

 Strategy 1 – Start with a Plan 

 Strategy 2 – Focus on Transition Factors 

 Strategy 3 – Ensure Results 

 Conclusion 
 

This course is worth 1 CPE credit. – Course ID# P5933EN 
 
Conflict Management   
 
Conflict is an inevitable part of any organization. Traditionally, managers view conflict 
negatively, but recent research has shown that conflict can have positive effects on an 
organization if managed effectively. This course will help you understand the difference between 
functional and dysfunctional conflict. It will provide a useful model of conflict development to 
diagnose and treat conflicts in the workplace. Common causes of conflict are discussed and 
strategies for resolving conflict are presented. You will also learn how to use functional conflict 
to increase innovation, change, and creativity in your organization. Rev–Jul. 2019. 
 
This program is worth 1 CPE credit. – Course ID# P4259EN 
 
Coping with Change   
 
In this course we will be discussing organizational change in a workplace and what skills and 
strategies you can use to cope with the change. You will gain an understanding of the change 
process and review typical responses and reactions to change. 
 
Learning Objectives:  
 

 Recognize the three phases of the change process and the symptoms associated with 
each. 

 List the techniques to help work through each phase. 

 Review responses to change based on personality styles. 

 Recognize why people resist change. 

 Identify techniques and strategies that can lessen the stress of change. 
 
Course Outline:  
 

 Introduction 

 The Process of Change 
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 Responding to Change 

 Surviving and Thriving 
 
This course is worth 0.5 CPE credits. – Course ID# P4565EN 
 
Creating the Wins of Change, Getting More Satisfaction at Work 
 
The key learning for dealing successfully with change, for feeling more like a winner, not a 
victim, doesn’t just focus on controlling your stress level. Just as importantly, our focus is on 
exploring, creating and then enjoying as many as possible of the satisfactions that are available 
to you in our changing work. In this course we’re going to focus on the amount of satisfaction 
you actually get back from stress. You’ll learn how you can raise your day-to-day work 
satisfaction by at least 30% or more.  
 
Learning Objectives:  
 

 Define the term “satisfiers”
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Learning Objectives: 
 

 Explain why changes at work lead to higher stress 

 Recall the most common early warning signs of rising stress level 

 Discuss how the cycle of stress, change and uncertainty works 

 Name three stages of the human stress response 
 
Course Outline:  
 

 Introduction 

 Change Happens 

 Relationship Between Change and Stress 

 Conclusions 
 
This program is worth 0.5 CPE credits. – Course ID# P4099EN 
 
Managing a Remote Workforce 
 
In times of crisis, employees are sometimes required to work from home. The transition from the 
traditional workplace to a remote environment is not easy. This course explores the challenges 
of managing a remote workforce and outlines strategies that managers can use to keep their 
teams engaged and productive. Rev–Apr. 2020. 
 
This course is worth 0.5 CPE credit. – Course ID# P0408EN 
 
Managing Change 
 
This course outlines ways to approach and manage change. We will look at strategies that will 
enable your organization to use change as a way to create a more efficient, dynamic 
organization. 
 
Learning Objectives: 
 

 Identify the drivers of change. 

 Define developmental, transitional, and transformational change. 

 List the components of transformational change. 

 Identify the phases in Prosci’s three-phase process of change management. 

 Recognize individual gaps that hinder the adoption of change. 

 Review the characteristics of a change management strategy. 

 Outline the steps needed to plan and implement transformational change. 

 Recognize the obstacles to change. 

 Identify potential agents of change. 
 
Course Outline: 
 

 Introduction 

 Organizational Change 

 Prosci’s 3 Phase Process 

 Change Management Strategy 
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Learning Objectives:  
 

 Identify and explain various principles relating to product and process development 

 Recognize inventory management schemes and operational control systems  

 Identify issues around quality management, including current trends  

 Identify all the factors important to consider during facilities planning  

 Identify how service quality is measured differently than product quality  
 

This program is worth 4 CPE credits. – Course ID# P4285EN 
 
Planning for Success 
 
Organizations must deal with a dizzying level of uncertainty about the future. Volatile commodity 
prices, natural and man-made disasters, and the world’s overall economic health are a few of 
the many unknowns organizations must face. It is becoming increasingly apparent that, for 
many organizations, extrapolating future trends from past performance is a poor way to conduct 
planning. Although there is no way to accurately predict the future, it can be prepared for. This 
e-learning course provides an important tool for strategically managing an organization’s 
performance: scenario planning. Rev–Jun. 2021.  
 
This course is worth 2 CPE credits. – Course ID # P4042EN 
 
Problem Solving and Decision Making Series 
 
This course was designed for all employees and is a six-module course. These courses will help 
you learn about problem solving in the workplace, problem solving 5 steps, work process 
basics, individual leadership power, developing a strong leadership team, and team problem 
solving. 
 
Learning Objectives:  
 
 How to solve problems in the workplace 
 Learning the 5 steps of how to solve problems 
 How to create quality work 
 How to become a strong leader 
 How to develop a strong leadership team 
 How to solve problems with a team 

 
Course Outline:  
 

 Problem solving in the workplace 

 Problem solving 5 steps 

 Work process basics 

 Individual leadership power 

 Developing a strong leadership team 

 Team problem solving 

 
This course is worth 5 CPE credits. – 
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Problem Solving in the Workplace  
  
This course gives you the opportunity to learn how to solve some of your most important 
business problems using a logical method and supporting techniques. It also introduces the five-
step process for solving problems. Rev–Sept. 2019. 
 
Learning Objectives: 
 

 Define problem solving 

 Identify the four Absolutes of Quality Management 

 Outline techniques for prioritizing and selecting problems 

 Recognize how teamwork can help in problem solving 
 
Course Outline:  
 

 Problem Solving 

 Four Absolutes of Quality Management 

 Selecting Problems 

 Techniques for Selecting Problems 

 Organizing and Working Together 
 
This course is worth 1 CPE credit. – Course ID# P5867EN 
 
Problem Solving: The 5 Steps   
 
This course will define and explain the five steps involved in the problem-solving process. The 
five steps that will help solve any workplace dispute include defining the situation, providing a 
quick fix if necessary, identifying the root causes, taking corrective action, and evaluating and 
following up. Rev–Jun. 2019. 
 
Learning Objectives:  
 

 Recognize workplace problems 

 Define a problem situation 

 Analyze the quick fix or temporary fix solution 

 Identify the root causes for a problem 

 Describe what corrective action is and how to accomplish it 

 Explain how to evaluate problem-solving efforts and follow-up 
 
Course Outline: 
 

 Workplace Problem Solving 

 Define the Situation 

 Assess and Fix the Problem 

 Identify Root Causes 

 Evaluate and Follow Up 
 
This course is worth 0.75 CPE credit. – Course ID# P5868EN 
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Project Management: Getting Ready  
 
Project management (PM) is the application of skills, knowledge, tools, and techniques in order 
to meet or exceed stakeholder requirements. This course is designed to introduce the project 
management life cycle and to show where a project begins and ends. You will learn how to 
divide a project into several project phases to better control project deliverables. The course 
covers topics including the project life cycle (PLC), deliverables, organizational support 
structures and the key organizational influences that can affect a project. Rev–Oct. 2021.  
 
This course is worth 1.0 CPE credit. – Course ID # P0350EN  
 
Project Management: Goals and Stakeholders  
 
Mission statements should be developed for each project or program to set goals and objectives 
and to provide guidelines for making decisions. In this course you will learn to develop a mission 
statement for a project team and project stakeholders. You will learn to establish objectives, 
manage stakeholder expectations and detail project feasibility. Rev–
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Time Management   
 
This course addresses the nuts and bolts of time management and includes tools for setting 
goals, keeping logs, and planning your time. It includes methods for identifying low pay-off 
activities and time-wasters, along with suggestions for getting rid of them. It provides tips for 
organizing your materials and your surroundings for more efficiency and has other practical 
suggestions for taking control of your time and your life with simple, tried-and-true tools and 
techniques. Rev–Jul. 2019. 
 
This course is worth 1 CPE credit. – Course ID# P4273EN 
 
Unfair Competition  
 
The rules regarding what is fair and unfair competition affect virtually all of our company's 
business decisions – hiring, marketing, sales, customer-relations, and research and 
development, among others – and are important for you to understand. Violations of these rules 
can be very damaging to the company generally and, in some cases, to individual employees. 
While this course won't make you an expert in the law of unfair competition, it will help you 
recognize situations presenting unfair-competition issues and deal with them properly. After 
reading a brief explanation of the principal forms of unfair competition, you'll play an online 
game that presents hypothetical situations for you to analyze. As you answer the multiple-
choice questions correctly, you'll move through the game and earn a Certificate of Completion. 
Rev–Sept. 2019. 
 
This course is worth 1 CPE credit. – Course ID# P1986EN 
 
Using Leadership Basics   
 
Using Leadership Basics provides the fundamental skills for leading a group: defining the task, 
establishing a vision, gaining commitment, and building relationships. It tells you how and when 
to use various leadership styles and gives smart techniques to help leaders direct the efforts of 
others. The Strategies and Tips in this course teach you how to foster innovation, provide 
appropriate direction, and develop and maintain positive relationships. Rev- Rev–Oct. 2018. 
 
This course is worth 1 CPE credit. – Course ID# P5908EN 
 
Work Process Basics 
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Personal Development  
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course also teaches you to understand the difference between goals and dreams. Rev–
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Introduction to Emotional Intelligence   
 
Emotional Intelligence is defined as the ability to recognize and manage emotions, both in 
ourselves and in others. Many people believe that EI is as important as IQ as an indicator of 
success in life and in the workplace. This course will give you an overview of EI and strategies 
to improve your own emotional intelligence. This can allow you to fulfill your performance 
potential, become a more successful leader in your professional life, and strengthen your 
personal relationships. Emotional Intelligence can even give you a greater sense of purpose in 
your life! Rev–Sept. 2019. 
 
This course is worth 0.5 CPE credit. – Course ID# P4569EN 
 
Managing Anxiety During a Pandemic 
 
The COVID-19 pandemic is a period of extreme uncertainty. In times like these, people have 
heightened levels of anxiety. They have so many questions to which there are no definite 
answers. This course examines the causes and symptoms of anxiety. It also explores strategies 
that can be used to manage and alleviate anxiety. Rev–Jul. 2020. Course Length 
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This course is worth 1.0 CPE credit. – Course ID# P5909EN 
 
Managing Workplace Stress 
 
The Managing Workplace Stress course provides an overview of stress as experienced by 
employees. Topics covered in this course include facts about stress, job stress, typical sources 
of workplace stress, dealing with burnout and prevention strategies, managing unavoidable 
stress, avoiding unnecessary stress, how to create a healthier workplace, and more! Rev–Nov. 
2018. 
 
This course is worth 1 CPE credit. – Course ID# P1971EN 
 
Managing Your Career Path 
 
Resumes are invaluable tools in the job search process. Career planning is a process that 
requires candid assessment of your accomplishments, goals, talents and most importantly, your 
future plans. The course focuses on self-analysis and assists in career planning, whether you 
want to find a new job, make a lateral move, get a promotion or change careers within the same 
company. The material covers what you want to do, where you want to do it, financial issues 
and more. Rev–Nov. 2018. 
 
This course is worth 1 CPE credit. – Course ID# P5886EN 
 
Networking Your Career Path 
 
The power of networking is evident in various studies of the job search process, which conclude 
that between 70 and 80 percent of all executive and managerial jobs are obtained through 
networking. In this course, you will develop your initial network list of names and learn effective 
ways to begin using this list. Rev–Oct. 2019. 
 
This course is worth 1 CPE credit. – Course ID# P5887EN 
 
Reaching Personal Goals  
 
You know your life could be better. You're not fulfilling your potential. Or maybe you've been 
wondering when your dreams will come true. Achieving Personal Goals will get you headed in 
the right direction and give you some tips for making it all happen!  
 
This course is worth 1 CPE credit. – Course ID# P5848EN 
 
Strategies for Meeting Goals   
 
Goal setting with others can strengthen your ability to reach your goals. This course teaches 
you about the benefits of mutual goal setting. You will learn how to pursue multiple goals, 
overcome obstacles, and achieve long term goals. Rev–Dec. 2018. 
 
This course is worth 0.75 CPE credit. – Course ID# P5860EN 
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Time Management for Employees 
 
You can lower stress, reduce waste, improve balance, enhance productivity, and make time for 
all the things you should be doing at work and in your personal life. The secret is time 
management. This course is designed for employees who want to use their time more 
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Required Regulatory Course Bundle ± Deposit 
 
Courses in this catalog are bundles, intended for Frontline staff, that contain recommended 
courses from other catalogs that would satisfy certain regulatory annual training requirements. 
Select one job function bundle and each course listed is automatically enrolled. 
 
Courses Included: 
 

 Bank Secrecy Act: Frontline & Deposit Operations 

 Gramm-Leach-Bliley Act Overview 

 Red Flags Identity Theft: The Program 

 Regulation CC: Funds Availability Act – In Depth 

 Security: Laws, Rules & Regulations 
 

This bundle of courses is worth 4 CPE credits.  
 
Required Regulatory Course Bundle ± Finance 
 
Courses in this catalog are bundles, intended for those responsible in the finance department, 
that contain recommended courses from other catalogs that would satisfy certain regulatory 
annual training requirements. Select one job function bundle and each course listed is 
automatically enrolled. 
 
Courses Included: 
 

 Bank Secrecy Act: Overview for all Personnel 

 Gramm-Leach-Bliley Act Overview 

 Red Flags Identity Theft: The Program 

 Security: Laws, Rules & Regulations 
 
This bundle of courses is worth 2 CPE credits.  
 
Required Regulatory Course Bundle ± Human Resources 
 
Courses in this catalog are bundles, intended for human resource professionals, that contain 
recommended courses from other catalogs that would satisfy certain regulatory annual training 
requirements. Select one job function bundle and each course listed is automatically enrolled. 
 
Courses Included: 
 

 Bank Secrecy Act: Overview for all Personnel 

 Gramm-Leach-Bliley Act Overview 

 Red Flags Identity Theft: The Program 

 Security: Laws, Rules & Regulations 
 
This bundle of courses is worth 2 CPE credits.  
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Required Regulatory Course Bundle ± IT Security 
 
Courses in this catalog are bundles, intended for those responsible for information security 
within the bank, that contain recommended courses from other catalogs that would satisfy 
certain regulatory annual training requirements. Select one job function bundle and each course 
listed is automatically enrolled. 
 
Courses Included: 
 

 Bank Secrecy Act: Overview for all Personnel 

 Gramm-Leach-Bliley Act Overview 

 Red Flags Identity Theft: The Program 

 Security: Laws, Rules & Regulations 
 
This bundle of courses is worth 2 CPE credits. 
 
Required Regulatory Course Bundle ± Lending 
 
Courses in this catalog are bundles, intended for lenders and support staff, that contain 
recommended courses from other catalogs that would satisfy certain regulatory annual training 
requirements. Select one job function bundle and each course listed is automatically enrolled. 
 
Courses Included: 
 

 Bank Secrecy Act: Lenders & Loan Operations 

 Gramm-Leach-Bliley Act Overview 

 Red Flags Identity Theft: The Program 

 Security: Laws, Rules & Regulations 
 
This bundle of courses is worth 2 CPE credits.  
 
Required Regulatory Course Bundle ± Marketing 
 
Courses in this catalog are bundles, intended for those responsible for the banks marketing, that 
contain recommended courses from other catalogs that would satisfy certain regulatory annual 
training requirements. Select one job function bundle and each course listed is automatically 
enrolled. 
 
Courses Included: 
 

 Bank Secrecy Act: Overview for all Personnel 

 Gramm-Leach-Bliley Act Overview 

 Red Flags Identity Theft: The Program 

 Security: Laws, Rules & Regulations 
 
This bundle of courses is worth 2 CPE credits.  
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Telephone Skills 

 
Communicating Through Accents 
 
This course outlines techniques to communicate effectively when speaking with someone 
whose first language is not English. This course addresses the skill of listening through accents 
and speech that is difficult to understand. This is an invaluable skill in our modern multicultural 
business environment and is a skill that can be developed through practice and effort. 
 
This program is worth 0.5 CPE credits. – Course ID# P4105EN 
 
Creating a Climate for Rapport 
 
In this course, we will discuss the importance of the department climate and the behaviors that 
contribute to team effectiveness. 
 
This program is worth 0.5 CPE credits. – Course ID# P4092EN 
 
Effective Listening 
 
Effective listening is essential for effective communication. In this course, you will learn a variety 
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Positive Call Management 
 
In this course you will learn how to handle the challenging situation when you have to say “not” 
to customers or may have to give an answer the customers may not want to hear. 
 
This program is worth 0.5 CPE credits. – Course ID# P4109EN 
 
Questioning Skills 
 
Questioning is a critical component of listening. Effective questioning ensure you receive the 
information you need and that you have understood what was said. This course will help you 
develop your questioning skills. 
 
This program is worth 0.5 CPE credits. – Course ID# P4106EN 
 
Regaining Control of the Call 
 
In this course we will review techniques for successfully regaining control if for some reason 
control of the call is lost.  
 
This program is worth 0.5 CPE credits. – Course ID# P4108EN 
 
Telephone Basics  
 
Being a teller isn't just about face-to-face interactions with customers. You are also expected to 
interact with customers and potential customers over the phone. In order to securely and 
efficiently serve customers over the phone you need to have an understanding of telephone-
based customer service, as well as the proper security procedures for conducting bank 
business over the phone.  
 
This course is worth 0.25 CPE credit. – Course ID# P2344EN 
 
Telephone Techniques  
  
This course provides an introduction to effective telephone techniques. Many people overlook 
the importance of telephone communications, yet the telephone is the most common means for 
customers to contact a firm. Lack of understanding about effective telephone techniques can 
lead to lost sales or customers. This course will teach skills that help boost organizational 
success and professionalism. Rev–Jul. 2017. 
 
This course is worth 1 CPE credit. – Course ID# P5870EN 
 
Telepro Online Series 
 
In order to be effective in today's competitive environment, professional service representatives 
must develop effective telephone skills. The TelePro® Online Program is essential for anyone 
who interacts with internal or external customers over the telephone. Skill areas include before 
the call activities, using the greeting, establishing and maintaining rapport, and effective 
listening and questioning skills. Difficult customer interactions can be handled more effectively 
with improved interpersonal skills; communicating through accents, holding and transferring 
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Teller Training  

 
Balancing 101   
 
Balancing a cash drawer is an important part of any front-line cash handling job. In banking this 
importance is magnified. Balancing your cash drawer is vital to your success as a bank teller. 
An unbalanced cash drawer means that unaccounted money has either come into, or left, the 
bank. This course 
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This course is worth 0.5 CPE credit. – Course ID# P2341EN 
 
Checks 101   
 
The check has existed, in one form or another, since the 9th century. Checks were originally 
developed as means to make a payment without carrying large amounts of gold or silver coins. 
The use of checks today has not changed much – they are still an alternative means of payment 
to cash. However, the make-up of a check has changed. Bank tellers need to understand 
checks. Your customers write them, make payments with them, and cash them. This course will 
provide you with an overview of checks. Rev–Oct. 2019. Course length ≈ 17 minutes 
 
Learning Objectives:  
 

 Discuss the difference check types you may come across during your career as a bank 
teller 

 Identify the parts of a check including elements required for processing 

 Describe the proper procedure for depositing and cashing checks presented to you by 
customers 

 
 
Course Outline: 
 

 Types of checks  

 Overview of a Check (parts and security features) 

 Check Handling (examining for alterations, cashing, depositing, holds) 
 

This course is worth 0.5 CPE credit. – Course ID# P2342EN 
 
Currency 101   
 
An in-depth knowledge of currency is one of the most important aspects of being a bank teller. 
As a teller, you will process, handle, and exchange large amounts of currency on a daily basis. 
As a result, you need to know the different types of American currency and how to spot fake 
currency. This course will provide bank tellers with an overview of currency. We will discuss the 
different types of bills you will come across and methods to detect counterfeit currency. Rev–
Oct. 2019. Course length ≈ 18 minutes 
 
Learning Objectives:  
 

 Describe the types of currency in circulation in America 

 Describe the importance of currency knowledge to the bank teller job 

 Discus the history of currency in America 

 Identify counterfeit currency 
 
Course Outline: 
 

 Currency (types, denominations) 

 Design and Security Features 

 Counterfeit Currency 
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This course is worth 0.5 CPE credit. – Course ID# P2346EN 
 
Deposits 101   
 
In the United States the primary functions of the banking industry are accepting deposits and 
extending credit. These two principles form the foundation of the American banking system. 
Accepting deposits is primarily the responsibility of a bank's tellers. Tellers are the people who, 
on a daily basis, process customers' money into checking, savings and other types of accounts. 
This course will provide you with an understanding of the deposit side of banking. Rev–Oct. 
2019. Course length ≈ 17 minutes. 
 
Learning Objectives:  
 

 Discuss the common types of accounts 

 Identify the common components of a deposit 

 Ensure the deposit slips you process are filled out accurately 

 Discuss the different types of deposits customer may make 

 Discuss the concept of debits and credits 
 
 

Course Outline: 
 

 Deposit account types 

 Deposit slips (elements, completing, security, types) 

 Types of deposits 
 
This course is worth 0.5 CPE credit. – Course ID# P2343EN 
 
Handling Money   
 
Bank tellers handle more money than almost any other profession. Furthermore, tellers are 
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Introduction to Compliance for Tellers 
 
Bank tellers have many responsibilities within their organization. In addition to processing 
customer transactions and providing quality customer service, they are responsible for ensuring 
their actions are in compliance with banking rules and regulations. This course provides an 
overview of the laws and regulations that tellers should be familiar with. This course is intended 
for those that perform teller functions. Rev–Apr. 2020. Course length ≈ 20 minutes. 
 
Course Outline: 
 



 

Page 210 of 210 
 

other party's interest in the check. As a bank teller, you need to understand endorsements. This 
course will provide you with an overview of endorsements, tell you what makes an endorsement 
acceptable, and discuss problems you may encounter. Rev–Oct. 2019. Course length ≈ 13 
minutes 
 
Learning Objectives:  
 

 Identify the common types of endorsements 

 Identify acceptable endorsements for check processing 

 Address common problems tellers run into with endorsements 
 
Course Outline: 
 

 Blank & Special Endorsements 

 Acceptable Endorsements 

 Common Problems 
 
This course is worth 0.25 CPE credit. – Course ID# P2347EN 


