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With respect to the content of this publication, neither the Credit Union

National Association, Inc. (CUNA) nor any of its affiliates or its or their 

respective employees make any express or implied warranty or assume any legal

liability or responsibility for the accuracy, completeness, or usefulness of any

information, commercial product, service, process, provider, vendor, or trade

name/mark that is disclosed. References to any specific commercial product,

service, process, provider, vendor, or trade name/mark in this publication also do

not necessarily constitute or imply that such product or provider is endorsed, rec-

ommended, or warranted by CUNA. The views and opinions of the authors

expressed herein do not necessarily state or reflect those of CUNA and such refer-

ence shall not be used for advertising or product endorsement purposes.

This publication is designed to provide accurate and authoritative information

in regard to the subject matter covered. It is sold with the understanding that 

the publisher, Credit Union National Association, Inc., is not engaged in 

rendering legal, accounting, or other professional services. If legal advice or other

expert assistance is required, the services of a competent professional person

should be sought.
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Preface

You may notice that the terms execu-
tive, manager, and supervisor are used
interchangeably in the MERIT mod-
ules. These are the most common
terms used for employees who oversee
staff, but larger credit unions may have
many more levels of management and
use terms such as team leader, director,
and a variety of other titles.

The MERIT modules are not intend-
ed to provide legal advice, and we do
not guarantee the information is
appropriate for all state-charted credit
unions. If you have any legal or policy
questions, contact your credit union
president or your credit union league.

How to Use This Model
If you are sight-impaired and choose

to have this module read to you, we
suggest that a spouse, friend, or volun-
teer from your credit union or credit
union league to assist you. You can also
check with your local library regarding
reader services available in your com-
munity.

If you are participating in a seminar,
your instructor will get you started.

If you are completing this module
through correspondence study, please
follow this procedure:

1. Read the chapter opening objec-
tives to get an idea of what’s
ahead.

2. Read the module. Complete the
activities as you read each chap-
ter. (Answers for many of the
activities are included in the
appendices.)

3. When you have read the module
and completed the activities, take
the competency test.

Each module in the MERIT program
has a competency test of forty multiple
choice questions. To successfully com-
plete the module, you must correctly
answer at least thirty-two questions.
You can refer to the module as you take
the test, but the test must be completed
individually.

If you are participating in a seminar,
your instructor will provide directions.
If you are completing this module
through correspondence study, please
follow this procedure:

1. Locate the test questions in the
last appendix of the module.

2. Find a quiet place where you can
work undisturbed and at your
own pace.

3. Record your answers on the
answer sheet that was mailed to
you along with the module.
Follow the instructions on this
sheet for marking answers.

4. Complete the identification sec-
tion on the answer sheet and
make sure you have marked an
answer for each question.

5. Mail scannable answer sheets to
CUNA’s National Processing
Center in the envelope provided.
Mail competency test answer
sheets to your league education
department.

Preface
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Introduction

Four training directors attending a
credit union conference once engaged
in conversation about what was the
most important thing to learn when
working in a credit union.

One said the most important thing
to learn was efficient and courteous
member service, because that’s the first
contact a member has with the credit
union, the point at which a first
impression is made. The second identi-
fied sales as the most important aspect
of credit union work, saying that if a
credit union is unable to convince the
member of the value of its services,
there is no need for member service at
all. The third person said that team-
work was the most important thing to
learn in credit union work, and empha-
sized that no one employee can func-
tion without the other members of the
team supporting him or her. The
fourth person pointed out that com-
munication was the essence of credit
union work, because communication
encompasses all the other functions,
goals, and processes in the credit union.

This module takes the viewpoint of
the fourth person. There is no service
or function in a credit union that can
exist without communication, and no
service or function that can excel with-
out good communication. The purpose
of this book is to introduce you to the
principles of communication and show
you how they apply in a multitude of
credit union scenarios.

In chapter 1 we cover the basic prin-
ciples of communication and explain
why communication is important. We

define three essential qualities that
should be communicated in every
encounter with another person,
whether that person be a member,
director, manager, coworker, or other
stakeholder. We describe how commu-
nication works, and show ways in
which communication breaks down.

In chapter 2, we apply the things you
learned in chapter 1. We show how the
hallmarks of professionalism—caring,
competence, and confidence—are com-
municated verbally and nonverbally.
We introduce the skill of active listen-
ing, and teach you to use your skills in
a variety of contexts.

In chapter 3, you learn advanced
verbal and nonverbal communication
techniques. We focus on breaking non-
verbal and speech habits that can
reduce your credibility or detract from
your image as a professional. We also
work on correcting common errors in
pronunciation and grammar.

In chapter 4 we apply your develop-
ing communication skills to the context
of telephone communication, showing
how various nuances and skills must be
emphasized in a situation without visu-
al contact. You learn ways to overcome
the limitations of telephone communi-
cation, and you review words and pro-
cedures that project professionalism
when dealing with the member.

The final chapter is the most chal-
lenging. It takes everything you have
learned and applies it to a situation
most employees find exceedingly diffi-
cult—the times when they must serve
an irate member. You learn ways to do
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Introduction

this while maintaining the dignity of all
parties involved. You are challenged to
take what you know about communi-
cation and use it to enhance communi-
cation with the angry member—
demonstrating listening and question-
ing skills, controlling the environment,
using empathy and service statements,
and avoiding escalation of the problem.
You learn to create a solution in collab-
oration with the member and to use
the “3 Cs” in a variety of scenarios.

If you find yourself interested in
knowing more about this ever-present
activity called “communication,” you
may consider additional studies.
Community colleges offer credit and
noncredit courses, usually under the
heading of “business communication”
or “speech communication.” The local
library and bookstore are also likely to
have resources on business communi-
cation.
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Online Learning Activities

Throughout this module you will see a variety of reference icons. Each icon
represents a corresponding activity or exercise that will enhance each chapter.
The purpose of the activity or exercise is to allow the participant to apply a 
corresponding concept or theory presented in the chapter.

Each icon may also be referenced as a “play” activity. That is our goal—to
encourage you to play, and at the same time learn about the major concepts 
covered here.

In addition, the “Play Page” is a place to experience some of the interactive,
online learning activities available in CUNA’s CU Advance courses.

To access the Play Page for this module, go to http://training.cuna.org/playpage/
index.html or go to www.cuna.org and type “Play Page” into the Search Box. Select
the title of this module, and then the chapter you want to review.

Icons and Play Pages
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Activity: An interactive exercise to further your knowledge.

Calculator: A flash calculator to aid in your calculations.

Community Chat: A chat room where you can discuss content with
others taking the module.

Field Trip: An additional resource located outside the module 
(for example, an instructional video).

Knowledge Check: A practice activity to test what you have learned.

Resource: Additional resources and information on the topic.

Timeline: An interactive timeline to learn more about the 
history of this topic.




