
Ensuring training becomes an effortless, 
    self-service user experience

Working with AIB since 2007, 
Xoomworks Procurement had recently 
been selected as its implementation 
partner to replace AIB’s P2P platform 
with a new P2P platform. 

While implementing a new P2P platform, 
AIB turned their attention to how they 
would train their 7,500 users including 
staff across their branch network to 
adopt the solution and start using it. 

Though the previous P2P solution had 
been available only at Head Office 
locations, the newly implemented P2P 
platform was being extended across the 
branch network. 
AIB wanted to ensure its large numbers 
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The Challenge

of users would quickly adopt the 
platform as it would simplify the 
purchasing process for submitting 
expenses, ordering goods and services 
and obtaining refunds, as well as freeing 
up branch staff time to serve customers. 

The main concern was not about user 
acceptance, as the system was mandatory and 
staff were already familiar with P2P applications, 
but more about the ability to maximise all the 
benefits that the new platform would bring AIB from 
a procurement and accounts payable perspective. 

Training would be key to user adoption; however with 
such a large roll out the usual staff training methods were 
not viable.

WalkMe CASE STUDY

About AIB

AIB is a financial services group operating 
predominantly in the Republic of Ireland and the 

UK with a presence in the United States. 

The bank provides a wide range of services to 
personal, business and corporate customers in 

target markets and has leading market 
shares in banking products in the 

Republic of Ireland. 

AIB’s business has been restructured 
in recent years with the aim of 
becoming a customer focused,

profitable and lower risk 
institution, well positioned to 
support economic recovery in 

Ireland while seeking to 
generate sustainable 
shareholder returns.
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Selecting WalkMe

Significant impact of
WalkMe

What’s next?

WalkMe had been identified as a 
tool that could help ensure swift 
user adoption through a user-
friendly self-service solution. 
Xoomworks arranged a 
demonstration for the AIB team 
to road-test the product.  It was 
immediately clear that WalkMe could 
provide an effortless self-service 
user experience with the goal of 
decreasing incoming staff requests 
for phone and online support. 

AIB selected WalkMe to 
complement their new P2P platform 
and be launched at the same time, 
giving staff access to on-demand 
real-time guidance through any 
given task or business process if they 
needed it.

WalkMe works by giving the user an 
end-to-end training tool that also 
assists the user to complete tasks 
at the same time as learning.  The 
application opens automatically 
each time the user launches the P2P 
platform.

Brenda Robinson, Head of Accounts 
Payable and  P2P platform 

Sustainment Team for AIB says “Other 
online training tools do a similar job but 
do not allow you to complete a task 
while you are learning how to do it. 
WalkMe was a huge benefit because it 
takes you through a process live so you 
don’t have to go off and do it by your-
self when you may have forgotten.”

 “WalkMe also saves us time as 
it reduces the number of calls 
and emails we receive as staff 
increasingly adopt the training 
tool. They are discovering how to 
do things themselves on the new 
P2P platform as and when they 
need to rather than calling us. It 
is an ideal self-service tool which 
reflects the way we encourage 
our customers to use the bank’s 
services.”

“Launching a P2P platform across our 
entire network was a significant 
implementation and WalkMe 

complemented it as the self-service 
digital tool we needed. We’ve already 
got great feedback about WalkMe – it 
was a successful implementation”.

”Staff training can be costly and 
time-intensive but with WalkMe 
we have found a really user friendly 
application that empowers staff with a 
self-service tool.  We also had the 
challenge of staff finding their own 
unique ways of completing tasks which 
is not always perfect! Now we have 
an online training tool that walks them 
through step by step, which is easy to 
use and very intuitive.”

“Our next challenge is to get our 
vendors using the new platform and to 
bring our invoicing completely online. 
WalkMe will be an invaluable tool 
to guide users as they acclimatise to 
improved ways of 
working.”

Brenda Robinson, 
Head of Accounts Payable and 
P2P platform Sustainment Team, AIB

Find out how WalkMe can ensure 
training becomes an effortless, 

self-service user experience.

Key Benefits

Less support calls and emails 
Saving time and money, staff are using WalkMe as a self-service 
tool that is on demand, showing them how to do what is
needed easily using the new platform. 

Easy user experience 
The user friendly tool matches the user experience of 
the new P2P platform giving staff familiarity.

Self-service efficiency 
Saving time and effort as staff can learn how to
do a task and actually complete it at the 
same time.

Drive fuller adoption and utilization 
of this platform capabilities 
Helping AIB to maximise all the 
benefits that this platform brings 
from a procurement perspective.


