
Summary of Initiative
In 2016, we introduced the Consumer Academy, an innovative employee learning and 
development program designed to reinforce our customer-centric culture and foster 
career growth and professional development for our Consumer Bank employees, 
including those in Retail Client Services, Home Loans and Consumer Lending, Small 
Business, financial centers, and online investing and trading through Merrill Edge. The 
Academy creates a single, unified training model, combining extensive training and skill 
development programs with defined career paths. One of many recent investments 
we’ve made in our employees’ growth and our clients’ experience, the Consumer 
Academy will continue to have lasting impacts on our people as well as our business. 

The Need
Making it easier for our employees to expand and continue their careers at Bank of 
America is essential to growing responsibly. Our focus on career development allows 
us to retain talent and institutional knowledge while driving stability across all we 
do for customers, clients and each other. To support employees in achieving their 
personal career goals and better serve our customers and clients, we must provide 
resources that help them grow in their current role, build new skills and take on 
new responsibilities, including training and professional development opportunities 
with clear, distinct career paths. Additionally, it’s essential to simplify and enhance 
employees’ onboarding and ongoing development experience, so they can focus more 
time on improving clients’ financial lives.

The Solution
Since 2016, the Consumer Academy has helped create a strong talent pipeline and 
has provided employees with professional development opportunities that help them 
progress in their careers and better serve our clients by:

 ~ Enhancing employee training, including centralizing and simplifying learning 
through a unified training model with resources tailored to both new hires and 
in-role teammates;

 ~ Improving the new hire onboarding experience by aligning employees with 
dedicated training managers;

 ~ Creating defined career path opportunities through targeted mastery programs 
that prepare employees for their next role;

 ~ Enhancing client service expertise to better equip employees to help clients 
achieve their financial goals; and

 ~ Strengthening Bank of America’s brand in the marketplace and continuing to attract 
exceptional talent by partnering with the company’s Global Talent Acquisition team.

Partnerships and Enabling Public Policies
Bank of America delivers the Consumer Academy in partnership with Degreed, 
our learning portal administrator, providing access to training pathways that guide 
employees’ skill and professional development.

Outcomes/Benefits
The Academy continues to drive business results in a variety of ways, including:

 ~ Enhanced employee satisfaction with training;

 ~ Decreased employee attrition in key roles; and 

 ~ Increased ability for employees to determine and achieve their career goals.
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“ We want to be the best place 
to work for our employees. 
Having the right mix of training, 
development opportunities, 
benefits and compensation 
helps us attract and retain 
talented teammates and is core 
to our approach to responsible 
growth.”
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