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The souton must rovide: 
An intuitive search engine that enables the in-branch user to quickly get to 
the information they need therefore building the trust of branches in the 
content and encouraging self-service 
Organise information in such a way that it facilitates the smooth running of 
branches in recognition that branches are busy and their primary focus should 
be providing excellent service to our customers. 

The ability to publish information instantly (subject to internal approval) to 
ensure help content is current 
Strengthened business processes which ensure help content is owned and 
managed. 
Management information down to branch and user level which allows an 
understanding of how help is being used 
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Scope 

In Scope 
* Online Help system and 

business processes 
Branch Focus 

NBC/PDX Knowledge 
Base 

Out Of Scope 

Branch Messaging 

E-learning 

Classroom and on-site 
training 

Compliance Training 

Screen sharing 

Web Chat 

Transaction Prompts 

• Product journey simplification 
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