
Audrey Cannata: 
A lot of these financial brands that we work with really need that 8me to pause and reflect and look back 
at where they've come and then set those small goals moving forward. 

James Robert Lay: 
Gree8ngs and hello. I am James Robert Lay and welcome to the 194th episode of the Banking on Digital 
Growth podcast. Today's episode is a special episode of the Inside Digital Growth series, where today we 
are going to go inside digital growth, but from a different perspec8ve, from a different point of view, as 
we con8nue to celebrate the Digital Growth Ins8tute's 20th anniversary with you. 

James Robert Lay: 
And I want to thank you the dear listener for con8nuing to tune in and share 8me together with us today 
because today I'm excited to welcome Audrey Cannata, who is our opera8ons lead here at the Digital 
Growth Ins8tute. And it is Audrey that ensures the things that I make up actually get made real. And that 
those things that are made real are then made sure to be repeated so that we can con8nuously deliver a 
posi8ve experience as we are educa8ng and empowering financial brands in fin techs to generate even 
more loans and deposits through marke8ng and sales strategies that improve the financial wellbeing of 
people. Welcome back to the show, Audrey. It is so good to share 8me with you today. 

Audrey Cannata: 
Thank you so much. I'm excited to be back. Round two. 

James Robert Lay: 
It's round two. It's good to get you out from behind the scenes like we did before going all the way back 
to episode, what was it? 124. 

Audrey Cannata: 
Yes. 

James Robert Lay: 
124, where we discussed empowering the growth poten8al of teams with Colby. And it's something that 
we've seen some trac8on, we've seen some progress there. And before we get into catching up with you 
on some of the greatest insights that you have gained personally reflec8ng on your own exponen8al 
growth journey as we celebrate 20 years here at DGI at the Digital Growth Ins8tute, and also maybe look 
ahead 20 years, too. Always, we start every conversa8on, you're used to this, but what's going well? 
What's good for right now, personally or professionally? It's your pick to get started? 

Audrey Cannata: 
I've been doing a lot of reading this past year. 

James Robert Lay: 
Yes. You have 

Audrey Cannata: 
2022, I really set a set, a personal challenge for me to try to read as much as I can. And really that's, 
what's going well personally and professionally because a lot of the reading that I'm doing bleeds into 
both sides of your life. And so it's been a lot of fun reading, taking it in and then being able to share it 
with others and spread some of the good books out there and the good knowledge. 

 



James Robert Lay: 
I think that in it of itself is interes8ng in its in your own unique situa8on because you come from a 
background of teaching. Now you started your journey here at the Digital Growth Ins8tute and it's really 
kind of unfolded under two parts, two acts. What you and I call tour of duty number one and tour of 
duty number two. And in tour number one, which was really over a decade ago, you joined out of 
college when DGI's business model was very different back then. And you did a lot of web produc8on, a 
lot of video produc8on work. It was fun. We were growing, but there was a tremendous amount of 
chaos and conflict that I would say was brewing under the surface culturally. Conflict and chaos that I 
now take full responsibility of. 

James Robert Lay: 
And a lot of what people didn't know at the 8me things were going on personally, it was taking a 
tremendous toll on me and that was taking a tremendous toll on the team. It took a tremendous toll on 
my marriage and Dalene and I discussed that back in episode 167 and 176, but I needed some help. I 
needed some outside perspec8ve. I called in David Baker, which you recall that experience. And he 
helped to set us on a new course. And I want to take you back in your mind, hop in the 8me Delorian of 
your mind. 

James Robert Lay: 
It's December 21st, 2012. And this was the day that I shared with the team, this new direc8on that we 
were going to be going down, this new path. And I find it interes8ng because December 21, 2012 was 
the day that the world was supposed to have ended according to the Mayan calendar. And even though 
the world did not end, the old business model that we had back then ended that day. So let's go back in 
your mind, December 21, 2012. What do you recall on that infamous day since you were there to live the 
tale, and now you're back. What was going on in your mind? What do you recall? As your journey in tour 
number one was about to end? 

Audrey Cannata: 
Well, luckily the world did not end that day, which we're all very grateful for, but I remember I knew that 
there was change brewing. There was no secret. David Baker came in and he spoke to the team. And so 
we knew that there was a different direc8on that things were going in. I don't think we were quite aware 
of the direc8on, but I do remember that I believe, was it a Thursday or a Friday? It was the last day you 
were in the office. 

James Robert Lay: 
It was the last day before we were going to go on holiday break. You're right. 

Audrey Cannata: 
For our extended holiday break. And normally on these days, and many other Fridays at the office, we'd 
have happy hour or frappy hour if you remember. And that was not happening that a\ernoon. I 
remember you pulled us in as a team. We all sat around and, I'll tell you, I've never seen a more serious 
and focused and determined look in your eye. Coming from working alongside you for two and a half 
years, I definitely knew that something was big. Something was going to happen. And you just, as serious 
as can be looked just in the eyes and said, there's going to be some changes. And if you're not 100% on 
board, do not come back from winter break. And that's okay. We'll transi8on you out. But this is real. 
And that hit me like a ton of bricks. I remember thinking, oh my gosh. And at the 8me I'm s8ll pre^y 
green. 

James Robert Lay: 

 



Yes, you were. 

Audrey Cannata: 
So I was thinking, and coincidentally, I had already been doing some thinking of my own, some soul 
searching of my own. And so it was a really intense a\ernoon. I mean, I think we all kind of le\ a li^le 
shaken, a li^le unsure. But I mean, I think that was just such a huge step forward and such a big step for 
you to take, to pull us all together like that because in all the years we've been together, like you said, we 
were having a lot of fun. We were doing a lot of great projects and traveling, and we had not seen the 
side of you before. 

James Robert Lay: 
Yeah. It's interes8ng as you're bringing me back now, in my own emo8ve mind, I think about that day 
and I was very determined. And it's what I'm wri8ng about in banking on change. You have to care 
enough for growth, the CARE being an acronym. The first C is commi`ng to a cause greater than the 
present moment. And I think for me, this idea of change, I was living so much in the present moment. At 
the 8me, not really thinking far ahead into the future. But between an autoimmune diagnosis, between 
having one and then two children pre^y close together, it was just, there was a lot of change going on in 
my personal life that was impac8ng me professionally. And that's why even now with over a decade of 
hindsight, some of those darkest moments are when the greatest growth comes on the other side. 

James Robert Lay: 
It's just that we don't have the clarity to see what is actually unfolding. Because not long, as to your 
point, not long a\er December 21, 2012, you shared with Dalene and myself, that you were about to 
blaze a new path of your own to start a new journey. You were going to be a teacher. And, and I truly 
appreciated you sharing this with me. I remember being excited and I appreciated the reasons, your why. 
I know Dale. 

James Robert Lay: 
Ne was excited as well. But one of the things that we shared is that if you ever wanted to come back, 
there would always be a spot for you. And thinking about your 8me as a teacher, what were some of the 
greatest lessons that you learned during that season of your life? Because you were, what was it, seven 
years of teaching? 

Audrey Cannata: 
Seven. Yes. 

James Robert Lay: 
Yeah. Seven years. Think back on those seven years, what did you learn during that experience? 

Audrey Cannata: 
I think one of the biggest things I learned, and actually, I didn't have this phrase coined at the 8me, but 
now coming back to DGI, I know it very well. It's progress is greater than perfec8on. And I think no win is 
too small to celebrate. I think, everyone's at their own different journey, their own different place in their 
journey of growth, and that we have to really celebrate where everybody is at and the progress that 
they're making. I think there's so much pressure for these students to achieve certain levels. And just 
because you end the school year, making straight A's doesn't necessarily mean you worked harder or you 
were more successful than someone who ended with Cs. And I taught fourth grade for many years and 
there was o\en 8mes where I had students coming in, reading on a first grade level. 

 



James Robert Lay: 
Wow. 

Audrey Cannata: 
And by the end of the school year, they were reading on a third grade level. 

James Robert Lay: 
Beau8ful. 

Audrey Cannata: 
And by defini8on and by standard, are they s8ll below? Are they s8ll failing? Yes, sadly, but are they 
really, no. I think we really have to celebrate that exponen8al growth that they achieved. And so o\en in 
8mes that doesn't happen. And I think that's definitely a really pain point that I had with educa8on is 
that we're le`ng a lot of these students not feel celebrated and not feel successful because they don't 
meet what the standard criteria is. 

James Robert Lay: 
Yeah. That's a huge, huge issue of mine. I've talked about it a li^le bit on the podcast before with other 
guests. The opportuni8es to transform how we view training, how we view educa8on, which is so core 
to what we do here at the Digital Growth Ins8tute. And I want to dive a li^le bit deeper into that. When 
it comes to your experience, your experience as a teacher, because you came and out of college, it's 
almost like the archetypal voyage in return narra8ve. You came, you voyaged, and then you return back 
smarter, wiser, more experienced. Think about some of the struggles as a teacher and what might be the 
lessons that we can unpack there to con8nue to educate and empower the dear listener, working at a 
financial brand, working at a fin tech and marke8ng sales, even leadership for that ma^er, what's on 
your mind there? 

Audrey Cannata: 
I think one of the biggest challenges that I felt with teaching was there was this pressure to get your 
students to perform at a certain academic level. I think teachers get pressure from administra8on. 
Administra8on gets pressure from the district. The district gets pressure from the state. 

James Robert Lay: 
State yeah. 

Audrey Cannata: 
And it all comes down to how well are these students performing and that's the way to measure success. 
And I don't think that you can really measure success by a standardized test, which is the way here in 
Texas, if you're familiar, we have the STAR test. And that is a academic readiness test that is taken at the 
end of the year. And so many 8mes we spend so much 8me and pressure trying to get people to a 
certain point when that's really not, it's not appropriate. And I don't think that that's the way we should 
measure success. 

Audrey Cannata: 
I've worked at many schools that are 8tle one, and a lot of the students are below level. And they are the 
ones who get stuck in two hour a\er school tutorials and what we call drilling and killing. And because 
we're forcing them to be good at answering ques8ons and mul8ple choice and how to take tests. And I 
think we do such a disservice by not really, and truly mee8ng them where they are and giving them the 
personalized and specialized a^en8on and educa8on that they need to grow. Because what we end up 

 



doing is they end up possibly having a disdain for school, or they have a nega8ve feeling or they shut 
down because we're forcing them on this one journey when every student has their own unique path 
and their own unique way of learning. And I think that's something that we can think about as financial 
brands, when you're thinking about your consumers, your account holders. Everyone's on their own 
unique journey and you cannot force them down this one path. You've got to meet them where they are, 
and really give them that customized experience. 

James Robert Lay: 
Even internally, when it comes to the employee experience, hearing you talk through this, I think of 
training and educa8on as part of the digital growth methodology. You think about those four exponen8al 
growth environments of learning, thinking, doing, reviewing. And what you're talking about right here 
from the tradi8onal educa8onal system, it's a lot of learning, but there's probably a lack of thinking, of 
cri8cal thinking. Be able to take in what you've learned and then apply it to the next stage of doing. How 
might that lack of ability transi8on with someone into the professional world? Doesn't ma^er if they're 
working at a bank or a credit union or in any other ver8cal, but not having the ability to cri8cally think 
about what they've learned and then be able to apply it to their unique situa8on, to do even be^er. 
Where might there be a gap there? 

Audrey Cannata: 
Yeah I think if you're just stuck learning, that's all one way, if you're all just receiving the informa8on. And 
I think about that very o\en when I'm reading books or taking any online courses. If you're just taking in 
the informa8on and you're not turning around and applying it to either your personal life, your 
professional life, or knowledge transfer to somebody else or helping make someone else's life be^er, it's 
really all for nothing. And I personally believe it's rather pointless if you're not going to do anything with 
that knowledge. You can learn all day long, but it's about what you're doing with it that ma^ers. 

James Robert Lay: 
Yeah, there's the old adage, knowledge is not power. It's applying that knowledge. And if you think about 
learn, think, do, review, learning and thinking is really knowing, but to apply that through doing, and 
then ul8mately reviewing, that is growing. But it can also be just as dangerous to get stuck on that side 
of the equa8on, to get stuck in doing, not taking 8me to review what you've done, learn through those 
experiences and then apply them through the next itera8on. And I think that's the opportunity is to build 
these habits, to build these behaviors internally first at a financial brand or at a fin tech to then teach 
that externally to account holders. Because we create a bigger, be^er brighter future for ourselves. I 
truly believe this. We create a bigger, be^er, brighter future for ourselves only when we commit to 
crea8ng a bigger, be^er, brighter future for others. 

James Robert Lay: 
And I think about the STAR test. I was going back and looking at some of our DMs in Facebook. It was 
2019 and I was messaging about the STAR test and some of my frustra8ons I was feeling as a parent. And 
I think it was Ludwig at the 8me was his third grade, ge`ng ready for the STAR and the extraordinary 
pressure that he was bringing home to perform was just boiling me. And so we kept in touch. 

James Robert Lay: 
Flash forward, it's February 17th, 2020. And if you think about it, February 11th is the anniversary date 
for the Digital Growth Ins8tute. So at this point, we're about 18 years into the journey. You messaged me 
on Facebook saying, Hey, I'm looking to make a move. I'm looking to maybe transi8on out of teaching. 
You said to reach out. You reached out and I want to get your take on this. Seven years in teaching. Why 
come back for a second tour at DGI? What really kind of said hey, there might be something for me to 

 



create a bigger, be^er, brighter future for myself to achieve exponen8al growth where you're growing 
personally and professionally at the same 8me? 

Audrey Cannata: 
Yeah. I think it was great because you and I, we kept in touch over the years and we kept that posi8ve 
rela8onship. And I knew, I had told you when I le\ that if I ever le\ teaching, I'd call you first whether or 
not there was an opportunity at DGI, but I knew that you'd be someone that would help guide me, kind 
of play a mentor, point me in a direc8on. So I was really looking forward to having that conversa8on. And 
as luck would have it over the course of a couple months, and we were just cha`ng about, I was 
unaware of all the changes that had been over the course of the seven years. I wasn't exactly sure what 
was going on at DGI. So it took us a few conversa8ons to really talk about what had unfolded over the 
last seven years and the direc8on and the new vision and purpose that was here. And I think just 
through talking about that and understanding how much educa8on there was, how much coaching, how 
much training, it really felt like this could be a really great fit because whether or not I'm teaching in the 
classroom, or we're in this industry, it's a lot of the same values and ideas and mindset and human 
behavior. And so I think it was just a natural, it felt like a very natural fit. 

James Robert Lay: 
Yeah, you're right. That idea of human behavior. If you think about kind of where we sit as an 
organiza8on, I always say it is at the intersec8on of marke8ng, sales, technology and human behavior. 
And to me, that's the most interes8ng part of the equa8on because essen8ally we're all working towards 
one thing that I've men8oned this before, but it's exponen8al growth. And I'm wri8ng about this in 
Banking on Change. Exponen8al growth is where you're growing personally and professionally at the 
same 8me. And I'm curious for you, if you think about exponen8al growth, what have been some of the 
biggest leaps that you have made? Where coming back to the point, too, about progress, where do you 
feel like you've made the greatest amount of progress personally, professionally, when you look back 
over these past couple of years on your own exponen8al growth journey here? 

Audrey Cannata: 
I think for me, the biggest thing was just le`ng go of the fear of failure. I came back into DGI a\er being 
out of the industry for seven years. I didn't know if I had what it took to be successful. I didn't know if I 
was going to be valuable to DGI. And so it really took a lot of courage to dive in. And thankfully because I 
do have a love of learning and gaining knowledge that I was able to get caught up pre^y quickly because 
I didn't mind rolling my sleeves up and working hard. 

Audrey Cannata: 
And I also think, too, a lot of 8mes we tend to sell ourselves short. We think that, oh, well I'm not an 
expert in banking, so why should I be working in this industry? But if you really focus on the things that 
you're passionate about and the areas that you do have exper8se, you can s8ll bring value. I think when I 
think of the Kolbe, the Kolbe A index. That's an area that has nothing to do with banking, but it's an area 
that I was passionate about and that I wanted to become an expert on. And I'm s8ll crea8ng value with 
those in our community because of it. So you don't have to put yourself in this box and try to be 
something or somebody that you're not. You just have to figure out what that niche is that you can really 
own and just commit to that. 

James Robert Lay: 
Well, that's the whole idea of growth ability, which we're going to come back to here in a bit. I want to 
stay on this idea of finding something that you are passionate about and really building a deeper level of 

 



knowledge, because it's that deeper level of knowledge that I find. And I see this for those in the banking 
on digital growth program, the more knowledge that they gain, the more that they're courage to commit 
to move forward with confidence ul8mately increases. And this is where progress, it really is greater 
than perfec8on. And recently, I figured out a way to communicate this is with a football analogy. 
Perfec8on is throwing a game winning touchdown on a hail Mary pass, where progress is playing more of 
that longer game. It's conver8ng on the small, simple wins, as simple as ge`ng a first down to keep the 
ball moving forward. 

James Robert Lay: 
And I want to get your take on this because from your lens, you have a very unique perspec8ve coming 
back to observing human behavior through your role now as an opera8ons lead. You're doing this with 
digital secret shopping studies. You're doing this through helping run the opera8onal side of our 
workshops and you're watching people. You're observing people. You're observing the progress that 
they're making on their own digital growth journey, on their own exponen8al growth journey. What 
lessons have you learned by watching and observing at this point, hundreds of others that have gone 
through our programs, whether it be book clubs or workshops or university? What are you observing 
when it comes to progress being greater than perfec8on? 

Audrey Cannata: 
I think one of the things that I have seen and witnessed over the last 18 months going on two years is 
how much a lot of these financial brands that we work with really need that 8me to pause and reflect 
and look back at where they've come and then set those small goals moving forward. 

Audrey Cannata: 
Because like you said before, we do. We naturally get stuck in the doing that's the easiest place to get 
stuck. That's where we find those quick wins of success. That's what keeps the higher ups happy, but 
we're going to get burned out eventually. You're going to crash and burn and you've got to take that 8me 
to stop and really think about where have you come. Take a minute to look back. Appreciate that. 
Because when you appreciate that and look back at where you come, that's what's really going to propel 
you forward. That's what's going to give you that drive, that mo8va8on to con8nue forward because 
you've seen what else you've already done. You've taken that 8me to really celebrate that, otherwise 
you might lose that mo8va8on to move forward and you're going to crash if you keep doing. 

Audrey Cannata: 
And so one of the things that we do, we make it a point in our program. It's a forcing func8on to take 
that 8me as a team, to sit down and reflect together. And more o\en than not, when I ask those in our 
community what they got out of our workshops together, the number one answer is it was that 8me to 
reflect as a group. 

James Robert Lay: 
Yeah. And you have shared some addi8onal perspec8ve through the research and your own experience 
here of, and we build this in as a forcing func8on. We call it the 90 day growth method because to do this 
every 90 days, to at least come together as a team, if not even more, and we're star8ng to do this, too. 
We're doing this more of at an organiza8onal level because if you think about transforma8on historically, 
transforma8on is driven from an org level into teams, teams into individuals, but there's a lot of fric8on 
and chaos and conflict that comes from that type of an approach. 

James Robert Lay: 

 



We're taking a different approach and we're looking at human transforma8on, star8ng with teams. I'm 
sorry, star8ng with individuals, then moving to teams, teams ul8mately to the organiza8onal level. But at 
a minimum, why do this every 90 days to bring people together? What is it about 90 days that's cri8cal 
to be aware of here? Because if you think we can learn a lot from nature, nature kind of operates on a 90 
day cycle. We have four seasons if you will, every three months, but from a human behavior, from a 
human transforma8on, why must we at least make this a habit to review what we've done, learn 
through those experiences and then take 8me to think to do even be^er for the next 90 days. What is it 
about 90 days? 

Audrey Cannata: 
I think when you come together as a team and you've got that moment of planning and goal se`ng, 
everyone leaves really excited. They're all mo8vated. They hit the ground running. They want to start 
achieving these goals right away. And I think that's great. The enthusiasm is naturally high. But as 8me 
goes on, the weeks go on, you get things put on your plate. Life happens. And before you know it, you're 
30, 60 days in and your plate is full again. 

Audrey Cannata: 
And it's so hard to not do some of those tasks. A lot of those things that come up, oh, somebody in sales, 
marke8ng, they're throwing things at you le\ and right, you've got to get this campaign ready by next 
week. And it's easy to let those bigger picture goals off to the side because what seems most important 
are those tasks that are hit with day in and day out. And so before you know it, the next 90 days is up 
and you've forgo^en about that goal or that goal seems less important than it did 90 days ago because 
you've been hit with all these other things that seem more important. So if you force yourself to stop 
every 90 days and reset, you'll keep an alignment with those goals and not forget what you set before. 

James Robert Lay: 
This is really, it's a deeper conversa8on about crea8ng the future self. And what I mean by that, if you 
think about the prac8ce of marke8ng and the prac8ce of sales, both of those are a prac8ce of 
transforma8on. We're trying to get people to transform through marke8ng. Maybe it's to transform their 
perspec8ve of how they perceive a brand. If we're thinking about sales, we're trying to get them to 
transform their buying pa^ern, their buying behavior. If we think about technology, technology is the 
medium into which these transforma8ons can be facilitated, but at a deeper level. This is that study of 
human behavior or human transforma8on to create the future self for individuals, for teams and for 
organiza8ons. And it is so easy, back to your point, to get stuck in the day to day. I'm guilty of it. I'll be the 
first one to admit it, which is why we build the same type of a 90 day growth method into our own 
opera8onal model over here. And I can tell you, it is extremely healthy. 

James Robert Lay: 
It really allows us to con8nuously build an exponen8al growth mindset. And I want to say on this idea of 
posi8ve perspec8ve for a bit longer because I'm a big believer that there are two types of people in this 
world, those that are growth bound. They bring an exponen8al growth mindset where they want to 
grow personally. They want to grow professionally. They look at the world through a lens of abundance. 
And then there are those who are what I would call gap bound. And GAP is another acronym here in 
digital growth-topia, where these individuals, they have a habit of griping about problems. And a lot of 
8mes that is through right, wrong, good, bad. It is because they have a scarcity view of the world. 

James Robert Lay: 
And I'm curious what, once again, your observa8ons here as an opera8onal lead, observing people in 
their own transforma8onal growth, what have you observed when it comes to these two types of 

 



mindsets, those that are growth bound versus those that are gap bound? Because we really do try to 
screen for and root out those who are stuck in the gap and choose to stay there. It's not a bad thing to 
be in the gap. The issues are is when you are stuck and you choose by your own free will to stay there. 
What have you seen through this? 

Audrey Cannata: 
Absolutely. I mean, I agree with you. I think having a grit and growth mindset are almost prerequisites for 
being in our program. We've conducted dozens and dozens of workshops and digital secret shopping 
studies where we provide different findings and recommenda8ons and there will be one or two in there 
who shut down. There's no way we can do this. It's impossible. We're just a community bank, li^le old 
us. There's no way we can keep up. So what's the point? Let's just keep going. And I empathize with 
them because it probably does feel a li^le bit overwhelming, but it doesn't have to be. You can focus on 
those one or two areas to work on. 

Audrey Cannata: 
And so I think, like you've stated before that transforma8on really starts from within. And if you don't 
have that growth mindset, you're not going to be able to transform your team. And if you've got 
someone stuck in the gap on your team, it's going to make it challenging for everybody else. And so 
definitely think that the growth mindset is something that you've got to have, I think if you're going to 
find success on your growth journey. 

James Robert Lay: 
Yeah. And for those, if you're listening and you feel you are stuck in the gap and you're going through life 
personally or professionally griping about problems, you think that your best days are behind you, I want 
to give you a li^le bit of hope and get your take on this, Audrey, with one simple ques8on that you can 
ask yourself every single day. And that one ques8on is what has been going well? Where have you been 
winning? So looking at the past. What are you excited about right now in the present moment? What 
have you learned over the previous 8me period? And what are you looking forward to over the next day, 
week, month, quarter, year, decade, however you want to frame that period of 8me. What have you 
observed through your experience of watching human behavior for individuals, for teams, really for 
organiza8ons even that commit to the prac8ce of asking, answering, and facilita8ng a dialogue and 
discussion around this one simple ques8on of what's going well? 

Audrey Cannata: 
Well, I love this ques8on because I feel like you and I, we're used to answering it with each other when 
we have our daily or weekly conversa8ons. It's almost second nature. And so it's easy for us. And when 
we start working with financial brands for the first 8me, and we open up with this ques8on it's amazing. 
I think we take for granted how it does catch people off guard. A lot of 8mes you'll have those who sit 
there and they, oh my gosh, I don't know. Nothing. And so it really has to be... 

James Robert Lay: 
Or the one that gets me, well, everything's well. Everything's good right now. And I'm like, no, no, let's go 
deeper. Let's dive deeper into that. 

Audrey Cannata: 
And it really is training the mind. And so we've really worked hard to build that into our communica8on 
process with the groups that we work in and really force that, make that be a forcing func8on to start 
your mee8ng. I think what's most important of the ques8on it's, yes it's a icebreaker, I guess if you will, 
but it's the framing of it I think that is so important. Because a lot of, if you think at some of your own 

 



organiza8ons, what are some of the ques8ons I get asked? How are you doing? What's the pulse check 
here? How are you feeling? Well all of those ques8ons leave room for nega8ve responses. And once one 
person has something nega8ve, you can see it spin out of control. And so I think to keep it posi8ve, 
you've got to use that framing of what's going well. 

James Robert Lay: 
Yes. There is so much to be said around this idea of emo8on, emo8on being energy in mo8on to where 
you can be spiraling up on an energe8c plane, or you can be in a downward spiral of just nega8vity. And 
that's where you tend to get stuck in the gap. And this is an exercise what's going well for individuals. It's 
an exercise for teams. It's an exercise for organiza8ons. I will go ahead and tell you and you know this, 
but this is just for the dear listener. I would love to see every financial brand deploy this type of thinking 
for every conversa8on that they have, whether that be internally or whether that be externally with an 
account holder, with a prospec8ve account holder and just ask the simple ques8on of what's been going 
well. What's good for you right now? And a lot of 8mes you might come to find that is the very first 8me 
that that person has ever been asked that ques8on that day, that week, that month, that year. 

James Robert Lay: 
And this is an opportunity for you as an individual, a team, an organiza8on, to be the light in someone 
else's darkness. And I keep referencing and I keep coming back here, Audrey. And I want to get real 
prac8cal as we start to wrap up and we got to do this again. This has been fun. This has been fun to look 
back together. And then also look kind of at the present moment and into some of the opportuni8es. But 
I keep coming back to teams or really individuals, teams, organiza8ons. Individuals, teams, organiza8ons, 
when it comes to achieving exponen8al growth. And you've seen this once again. Why is it important to 
focus on transforma8on from the inside out, star8ng with the individual, then the team, and then the 
organiza8on, as opposed from the outside in which is historically how all of this has worked? And we see 
the results, par8cularly when it comes to digital transforma8on are moderate at best. Why is it 
important to start with the individual first? 

Audrey Cannata: 
I think naturally that people don't like ge`ng things forced on them. Nobody wants to be told how to 
feel, how to act. There's a natural resistance out there, a li^le bit of defensiveness, but if you can self 
actualize and you can transform on the inside first and then build it out from there, I think that's where 
we're going to see that success when we can all work together, collaborate. We're all aligned on the 
same goals. I think it's easier to be aligned when you've all transformed individually because trying to 
create that alignment from the outside in, they're going to get resistance just naturally because people 
don't understand and they don't have the perspec8ve. They don't have the insight because I haven't self 
actualized it on their own first. 

James Robert Lay: 
I'm going to wrap up with this and then I'm going to get your final take on a prac8cal path forward for 
the dear listen or something small that they can do like we always finish up on the podcast. But to your 
point, if one does not have the insight or the clarity or the awareness, there are four things that must 
unfold for exponen8al growth, for digital growth, for digital transforma8on to become a reality. 

James Robert Lay: 
Number one, you must help people see things a li^le bit differently than what they saw before. And a lot 
of 8mes that does come through training and educa8on because it is a non-threatening way to introduce 
a new idea, a new insight. Now compare that to how a lot of financial brands have worked historically 

 



when it comes to going down a new path. People will come in. They'll bring consultants and all of these 
different people and they'll run all of these studies and then they'll present their findings. 

James Robert Lay: 
But if, once again, if someone doesn't have the founda8onal understanding of what the insights that are 
being shared are to begin with in the first place, most likely you're crea8ng some sort of cogni8ve 
dissonance and that is not going to move the ball forward. You're not going to get a first down with that. 
And so therefore you see things differently through training and educa8on. When you see things 
differently, you begin to think differently. When you think differently, and this actually just happened in a 
previous podcast conversa8on before it was actually, when we stopped recording, we were talking about 
this path here, I was talking about it with the guest and asked him, so what happens when you see 
different, when you think different? What happens next? 

James Robert Lay: 
And you and I have talked about this, Audrey. The default response is, oh, well, I'm going to act 
differently. And you touched on this before with, with it within your own thoughts. No, you must see, 
think, feel, and then ul8mately you'll begin to act differently. And it's that last point of feeling and 
emo8on that bridges the gap between thinking and doing, between knowing and growing. It is the 
feeling and really deeper, it's the commitment. It's the mo8va8on to commit with courage, to keep 
moving forward with confidence that I see as probably the greatest opportunity to facilitate this type of 
model of learning, of thinking, of doing, of reviewing within a financial brand, number one. And then 
take the same type of an approach externally with account holders to empower them, to educate them, 
to elevate them, to learn, think, to do review and ul8mately achieve exponen8al growth. This is how we 
begin to put the transforma8on of people over the commodi8zed, transac8on of dollars and cents. 

James Robert Lay: 
What's the next best step forward for someone listening. And we covered a lot today and we're going to 
have you come back on and dive even deeper into just this thinking here and your perspec8ve that 
you've gained. What can one do next? How do they begin to take the next step forward to make progress 
on their own journey of growth? What is one small thing that they can commit to do to move forward 
with courage and confidence? 

Audrey Cannata: 
I think really the easiest thing to do is set yourself one hour a week, one hour a week, and commit that 
to training, educa8on, reading, reflec8ng. That's it. That's all it takes. If you can do that, I think take that 
8me to really pause and escape the doing and put it on your calendar. Block an hour on your calendar so 
nobody fills it up. Make it be a forcing func8on. I know James Robert, you do this all the 8me. You do this 
right now as you're wri8ng your book. If it's not on the calendar, it's probably not going to happen. So 
put it on your calendar. One hour a week, take the 8me, sit by yourself, pick up a book, read, learn, and 
then don't stop there. The last few minutes, make an ac8on item. What can you take away from this? 
What can you bring back to your personal life, your professional life? How can you help somebody else 
with this knowledge? That's all it takes, one hour. 

James Robert Lay: 
Dive even deeper. We'll call it the three, two, one learn method. So three ar8cles a week, two podcasts 
or videos, your pick, and then one book. Now it doesn't mean you have to crush that book or finish that 
book in a week. Maybe you commit to just read one book per month, but each week you're making 
progress through that. So at the end of the year, you have 12 books behind you. You have 72 video 
podcast and then 144 ar8cles that you've consumed and then take 8me to journal and dialogue through 

 



the what's going well ques8on, the first L, what have you learned? How are you going to apply that 
knowledge, that wisdom, to turn that insight into ac8on, to transform knowing into growing. What's 
your take? 

Audrey Cannata: 
And I like how you counted those ar8cles and podcasts up. I think take the challenge one step further. 
Track and log everything that you are reading and learning and take 8me to look back and sat and say, 
wow, this is what I've done this past year. These are all the things that I've learned and all the knowledge 
that I've gained. I think it's so easy. I wish I would've started doing this two years ago. I can look on my 
bookshelf and see all the books that I've read, but that doesn't count a lot of the other pieces of content 
that I've consumed. But I think it'd be really cool if you sat there and then celebrated it. Really reward 
yourself for all the hard work that you've done. 

James Robert Lay: 
Okay. So this, this is going to get even deeper and we're going to have to take this offline to figure out 
how to turn this idea into reality, because I almost see a dashboard of sorts for a financial brand at the 
individual level, then the team level, and then the organiza8onal level, because I even think about my 
kids at school. When I go up and volunteer for Watchdogs, they have kind of these charts that track 
progress. And we can build in a li^le bit of a compe88ve model here where I think, Audrey, I think we 
just uncovered a, we just picked up a rock and we looked underneath it and we found something new. 

Audrey Cannata: 
This is how a lot of our conversa8ons happen behind the scenes. 

James Robert Lay: 
It really is. So you are now listening to a new idea being created in real 8me from nothing more than 
what Napoleon Hill writes about in a lot of his works from the 1930s and 1940s, the mastermind and the 
mastermind is this it's when you take one mind, add it to another mind. It's like a ba^ery. Your mind is 
like a ba^ery. The more minds that you can bring together, the more ba^eries that you can bring 
together, the more powerful the ul8mate ba^ery is. And so this is what we do with financial brands. This 
is what we do here internally. This has been a lot of fun today, Audrey. Thanks so much for the 
conversa8on as always. 

Audrey Cannata: 
Thank you so much for having me back on. I appreciate it. It's always fun. 

James Robert Lay: 
For someone wan8ng to connect with you to con8nue the conversa8on that we have started today, what 
is the best way for them to reach out and say hello? 

Audrey Cannata: 
You can reach out to me on LinkedIn, Audrey Cannata. Please, say hi. 

James Robert Lay: 
Connect with Audrey. Learn with Audrey. Grow with Audrey. Tell Audrey hi. Audrey, as always, thanks for 
joining me for another episode of Banking on Digital Growth. 

Audrey Cannata: 
Thank you. 

 



James Robert Lay: 
Un8l next 8me. Be well, do good and make your bed. 

 


