
Leaders Awareness Work Samples  
We knew from our assessments and surveys conducted by internal communications and the ATB 
customer insights team that team members’ preferred method of receiving information is from their 
leaders.With this in mind, the purpose of the Leaders Awareness phase was to inform and excite frontline 
leaders in advance of communication being shared with their teams and to provide them with the details 
needed to lead the change at the local level. Targeting leaders specifically would contribute to our goal for 
frontline team members being aware of the new mobile app and understanding the key features, so they 
could confidently demo and recommend the app to customers. It would also only be possible to achieve 
our objectives of doubling the number of team members talking about the mobile app the number of 
conversation they had with the buy-in and encouragement of their leaders.  
 

Tactics & Timing Purpose 

Leaders Guides & Meetings 
Sept 21, Oct 3, Oct 18, Oct 24 
+ weekly stakeholder meetings 

•Inform and excite leaders and provide them with the details they 
needed to lead the change at the local level. 
•Produced two physical Leaders Guides that were emailed out and 
spoke to leaders during two different standing leadership meetings. 

 
Key Messages: 

● Are your team members ALL IN? We expect all ATB team members to be experts and 
advocates for our digital properties and incorporate our digital properties into all customer 
conversations. Every one of our 5,146 team members need to immerse themselves in our 
banking and investment experience and be accountable for providing ATB with feedback to help 
us become the place to bank in Alberta. 

● Saving our customers time and effort. We’re upgrading the ATB Retail Mobile app to make 
banking with ATB better than ever! Compared to our current mobile app, the new ATB Retail 
Mobile app is easier and more intuitive to use, has better functionality and fewer steps to 
complete banking transactions in less time. 

● Help us increase our Digital Core customer base. Research shows that 1 in 3 ATBOL 
customers are using their mobile device to access ATB Online using their web browser instead of 
using our mobile app. The upgraded ATB Mobile app is faster than accessing ATBOL on their 
phone or tablet devices. Plus it offers greater functionality specifically designed for phones and 
tablets.  

● Convenience and flexibility with fewer swipes is a thing of beauty.  Our upgraded ATB Retail 
Mobile app will provide personalized account balances at-a-glance, easier e-transfers and more 
intuitive navigation in the palm of your hand. Customers can get all this and greater security for 
free when they enrol in online banking. We know our customers will be “WOW-ed”. 

● Features our customers are going to love! The improved functionality of the new ATB Retail 
Mobile app includes:  

o Convenience: View up to 3 account balances at-a-glance without having to log in. 
Touch-ID for iOS makes log-in easy. Deposit a cheque as soon as you receive it, simply 
by taking a picture of it. 

o Security: The security of your accounts and transactions is our top priority. With our new 
mobile app, Enhanced Security is built right in so when we identify a sensitive transaction 
such as adding a new bill payee or e-Transfer recipient, or a password change we’ll verify 
it’s you in two easy steps before completing the transaction. 

o Easy: Features are easily accessed from the home screen making it easy to see account 
balances, make bill payments, deposit cheques, transfer funds other ATB accounts and 
send Interac e-transfers. 

o Fast: Find past transactions quickly with comprehensive filters that search all accounts at 
once 

o Customer Onboarding: No need to set up online banking in ATB Online first. Customers 
can now go directly to the mobile app to get their accounts set up and be on their way. 



 

 

 

 

 



 

 

 

 

 

 

 

 

 

 

 

 

http://community.insideatb.net/resources/products-and-solutions/Pages/ATB-Retail-Mobile.aspx
http://learning.insideatb.net/mobile/Retail_Mobile_3/onboarding.html
mailto:channelchanges@atb.com?subject=Questions%20about%20Business%20Mobile
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