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Elizabeth:

Welcome to the MIT program!  You are about to embark on an amazing journey.  I’m glad you’re a member of the FORUM team.    

The next few pages outline the major milestones, expectations, and outcomes along your MIT training path.  It’s tempting to boil this journey down to a to-do list, a rote series of things to know, behaviors to practice, and bogeys to hit.  
Don’t fall for it.  

This is more than remembering transaction codes and employee names, asking and answering questions, learning the lingo, building relationships, earning respect, and “failing forward fast”.  
It’s about learning the skills that no textbook can teach.  It’s about developing the character qualities that a bad day can’t erase.  It’s about maintaining your focus and fire, despite the best efforts of impatience and cynicism to dull the former and douse the latter.  

To that end, I promise to teach you everything I’ve learned in my 18 years in the financial services industry.  I’ll share what I’ve learned from the times I’ve succeeded and fallen flat on my face.  I promise to put you in touch with the people whose knowledge and experiences surpass and differ from mine.  I promise to encourage, push, coach, guide, and help you in all the ways I can.

In return, I ask you to approach each day as if it’s your first day.  Go after it with the same focus and fire I saw in your interview.  Approach each employee as if you’re interviewing to work with them, because no matter where you end up on the FORUM org chart, that’s exactly what you’ll be doing every day.  Learn from others so they can eventually learn from you.  

Finally, I ask you to remember that you’re in this together with the rest of your MIT colleagues.  You are teammates, not competitors.  Each of you is interdependent on each other and 300 other FORUM employees.  Help them succeed and you will discover true success.

Chad Hymas did.  In 2001, he was a 27-year-old father of two, living a quiet and successful life in Utah.  In April of that year, he was paralyzed from the chest down when a 2,000-pound bale of hay dropped 15 feet and landed on his head and neck.  His neck and spine shattered, he became a quadriplegic instantly.  Doctors told him he would always need an electric wheelchair, never be able to dress or feed or drive himself, and would eventually lose his wife to the emotional and physical strains of his disability.

Five years later, he is a world-record wheelchair athlete, a highly sought-after inspirational speaker, and published author.  He and his wife have adopted their third child.  He has appeared on Oprah and the Today show, and travels the world – many times by himself – entertaining and teaching individuals and organizations how to accept, adapt, and act on change.   

In his book Soar On Your Own Wings, he shares this:

“After my accident, I needed assistance to do the most basic of tasks; everything from getting dressed, brushing my teeth, and the simple task of eating.  It was not easy for me to ask for that help, or be limited in my abilities.  However, it forced me to trust the support of others on a new level, and it taught me great lessons of humility.  

Trust and humility go hand-in-hand.  Unfortunately, humility has gotten a bad rap.  Say “humility” and we tend to think timid or small; passive or even weak.  The aftermath of my accident taught me something different.  Truly, humility is recognizing one’s absolute reliance on the skills, gifts, and relationships of other people.  

Humility is recognizing your interdependence.  It is knowing what you can give, and giving it freely and graciously.  It is acknowledging also that what others give is equally significant.

In business, humility is knowing the CEO relies on the assembly line worker.  On a team, humility is knowing that the winning performance comes when each player asserts their unique skills.  And in a marriage, humility is learning that both partners are of equal value, and deserving of respect, dignity, and kindness.

Understanding this principle transforms the way we communicate, the way in which we solve problems, and the way we value human resources.” 
Chad Hymas is still alive because he got the best that others had to give.  He thrives now because he gives his best to others.  They soar, and so does he.  

What about you?  Are you ready to begin the journey, to succeed, to soar?  

See you in the sky.

Andy Janning

May 2007
Branch MIT Training Path Overview
	Basic Operations Training
	2 weeks
	5/14 – 5/25

	Phase 1: Branch MSR Operations
	9 weeks
	5/28 – 7/27

	Phase 2: 

Branch MRS Operations 
	8 weeks
	7/30 – 9/21

	Phase 3: 

Contact Center Observation
	3 weeks
	9/24 – 10/19

	Phase 4: 

Branch Assistant Manager training 
	Up to 30 weeks
	10/22 – 5/9/08


The MIT Team
We have 6 MITs:

1. Scott Anstine
2. John Baughman
3. Elizabeth Herron 

4. Angie Spears

5. Ben Shaffer

6. TBD

Each MIT’s training path is customized to their experience level and work environment.  

Staying In Touch
Branch MIT Team Meetings 
These will be from 8:30-10:00 am the first and third Wednesdays of every month.  The location for all meetings will rotate among the branches and HQ.  
Monthly One-on-One Coaching
These are an opportunity for you and me to discuss your individual progress, successes, and areas for improvement.  You are responsible for scheduling this meeting with me via Outlook every month, beginning in April.  We can meet by phone, at your branch, in my office, for breakfast or lunch – whatever works best for both of us that month.

Drop-Ins
Every once in a while, I will drop in at your branch or department unannounced to observe your performance and give feedback. 
MIT Workgroup on FORTÉ

Please check these workgroup pages often for important information about the MIT program.  
Evaluating Your Performance
You will be evaluated on the extent to which you fulfilled the objectives of each phase of your training.  I will be developing a scorecard that shows: 
· How you performed during each phase

· Deadlines you met and/or missed
· The objectives you exceeded, met, and failed to meet

· The accuracy of your work (e.g. Branch Operations Manual, number and amount of MSR variances, account accuracy reports, etc)

· The number of products and services you’ve cross-sold and referred

· Comments from other managers and staff members

· Your performance during any assessment quizzes, tests, and observations

These measurements are designed to show how you’ve developed your skills as an MIT, your strengths and weaknesses, and your readiness for promotion.   
You will also have a formal performance evaluation in February 2008, when all FORUM employees receive theirs.       
MIT Competencies and Expectations
Poise, polish, professionalism, and punctuality
These are some of the hallmarks of a manager and leader, and my expectations of all MITs.  Poise helps you keep your cool when the pressure is on.  A polished appearance – especially business professional dress while working at the branch – is a sign of respect to your members and co-workers.  A professional attitude helps you sidestep setbacks and keeps you and your team focused on long-term goals.  

Punctuality means arriving early to every work shift, training class, and meeting, every day, without exception.  It means coming back early from breaks and staying a few minutes late to help a teammate.  It also means putting in extra time, when necessary, to get your job done and/or to assist your team.  
I will not accept traffic problems, long driving distances, or bad weather as reasons for being late to any work-related function.   
Organize and lead team meetings

I will ask each of you to organize, lead, and follow up on selected MIT team meetings beginning in Phase 2.  

Learn about the people who drive our business
What makes your MIT team members tick?  What interesting facts have you learned about the MSR you’ve been working with?  Who are our Executive Officers, and what is their story?  Every employee has a story to tell and a lesson you can learn from.  
Learn the numbers that drive our business
What is FORUM’s business plan?  How does the organizational scorecard measure our success?  How do you affect our bottom line?  What is ROA, and why is it important?  It is never too early to scour FORTÉ and your co-workers for answers.   

Complete the LEAP Program 
In late 2007, you will go through our LEAP (Leadership Education Accelerating Performance) Program.  It is a series of classes designed to give MITs and other high-potential employees the skills they need to succeed in management.  

Informing, mentoring, and supporting each other

Don’t wait for an MIT meeting to share information.  If you have information that would benefit your MIT peers, pass it along.  Give each other a call or email regularly and see how each other are doing.  Each of you has a unique skill set that can benefit your peers.  Share what you know to make each other better.  
Validate Delta Force Process Maps
Delta Force is a cross-functional team that creates step-by-step maps that diagram a variety of processes.  Before the maps are posted on FORTÉ, the MITs complete a detailed validation process to ensure the accuracy of the map’s content.  
One of Delta Force’s major initiatives will be to convert the existing 100-plus page Branch Operations Manual (BOM) into process maps.  MITs have traditionally been responsible for updating the BOM.  As we transition from the Manual to process maps, each MIT team member will play a key role in the process.  

Roundabout Testing  

The FORUM Solutions team is creating a software program called Roundabout.  It is designed to streamline many of the electronic processes used in the Retail Delivery team.  The MIT team will be part of the software testing process.  
Exercise personal initiative to cope with ambiguity and rapid change

There will be times when things may change literally overnight: an MSR calls in sick and you need to rearrange your schedule.  A policy or procedure change needs to be communicated to your staff before it takes effect next week.  Your goals change to meet a shift in the market.    
Handling change and ambiguity with poise, polish, and professionalism will be vital to your success.        
Book presentation to MIT team
Later in 2007, you will give an in-depth, professional presentation to the MIT team about an influential business book.    

Elizabeth Herron - Purple Cow: Transform Your Business by Being Remarkable (Seth Godin)
Scott Anstine - The Five Dysfunctions of a Team (Patrick Lencioni)
John Baughman - Why Business People Speak Like Idiots (Brian Fugere, Chelsea Hardaway and John Warshawsky)
Angie Spears – FISH! A Remarkable Way to Boost Morale and Improve Results (Stephen Lundin)
Ben Shaffer -  Silos, Politics, and Turf Wars (Patrick Lencioni)

MIT #6 – Jack: Straight from the Gut (Jack Welch)
I will give you your book soon.  I will be happy to purchase an audio copy of the book as well, in case you want to listen to it while you drive.   

Stay current on business magazines and industry journals

Leaders are readers.  To stay competitive, you must become a student of your company and your industry.  Regular study of influential business publications can transform you into the best leader your team has ever seen.  Here are just a few important titles:

· Business Week

· Credit Union Journal

· Credit Union Times

· Credit Union Management 

· Fast Company

· GonzoBanker (www.gonzobanker.com) 
· Indianapolis Business Journal
· Indy Star

With the exception of the GonzoBanker e-zine, all of these magazines are available for review in the Training Library.  
Manage a budget
For 2007, branch MITs will have a budget of $2,000.  You can use that money for FORUM-related projects and expenses.  

Want to take each other out for an MIT-only dinner?  Fine.  Want to use that money to organize an MIT Charity Golf Outing?  Good.  The entire branch MIT team must agree on the expense first, then send the proposal to me for my approval.  You will need to show me the business-related reason for the expense, who will benefit from this expense, and why.    

Other Resources  
You will have access to the following resources during your training:
Human Resources and Training desks

You are welcome to use one of the five empty desks in the HRT area while you’re here for meetings, training, or HQ observation.  None of the desks, though, have a phone or computer.  That’s why you can use…

The E227 Computer Labs

You are welcome to use any of these machines during business hours, provided that you work with me or any member of the Training team to schedule one of them in advance.  
Training Library

Feel free to use the Library for print and online research, or to quickly check email and FORTÉ while you’re here at HQ.  If you want to use it for short meetings, please check with me or any member of the Training team.

Video Editing system

We have a professional-level audio/video production system in the HRT area. You are welcome to use it for any business-related production project.  
Phase 1: Branch MSR Operations
5/28/2007 – 7/27/2007 (9 weeks)
Overview
· Perform MSR functions

· Help the branch meet and exceed their sales and service goals

· Observe the job functions and responsibilities of the MSR II and MSR Team Lead.

Branch MIT Assignments during Training
	MIT
	Branch
	Manager
	Extension

	John Baughman
	Broad Ripple
	Mandy Koester
	3561

	Scott Anstine
	Fishers and Carmel
	Andrew Spirrison and Brandon Speckman
	6048/6001

	Angie Spears
	TBD
	
	

	Elizabeth Herron
	Greenwood
	
	

	Ben Shaffer
	TBD
	
	

	MIT #6
	TBD
	
	


Work Schedule

· While working at the branch during this phase, the branch manager will set your daily schedule.  

· If you have a specific schedule request or need to take paid time off (PTO) during this phase, please notify me first for approval, then coordinate that request with the branch manager as soon as possible.    

Objectives
MSR
· Process withdrawal, deposit, transfer, and payment transactions on personal and business accounts
· Perform account inquiries on personal and business accounts
· No variances

· Is able to use branch equipment (check encoder, etc)

· Assist others in researching and resolving variances

· Provide exceptional service to members and MIT team
· Strive to earn member recommendations
· Earn positive comments from members and co-workers
· Look for opportunities to go above and beyond for the branch and MIT team

· Learn the TAPS Referral software

· Seek out cross-sell and referral opportunities 
· Help the branch meet their sales and service goals
· Actively participate in team meetings
MSR I and II observation




· Qualify and reorder debit cards
· Order checks through Clarke American
· Perform name and address changes
· Place stop payments and business check holds
· Verification of deposits (VODs)
· Handling upset members
· Setup ATM cards and reset PINs
· Update account Attention Messages
· Setup CU Online and Tellerphone PINs
· Opening Certificates
· MAPS
· Pulling account information in Optical
· Open subshares
· Change ownership on account; adding and deleting members
· Answering basic questions about death situations, power of attorney (POA), and payable on death (POD) accounts
MSR Team Lead observation 
· New MSR progress reports

· Learn proper authorizations, approvals, and overrides
· Ensure the training schedule for new MSRs is followed by Branch Buddy

· Follow proper security procedures 
· Promptly research out-of-balance conditions and variances

· Coordinate and monitor the MSR line to ensure optimal member service levels are provided

· Provide exceptional member service
· Participate in the monthly branch audit
· Actively participate in team meetings

· Observe desk functions as schedule allows
Phase 2: Branch MRS Operations

7/30/2007 – 9/21/2007 (7 weeks)
Overview

· Quickly and accurately fulfill member account opening, closing, and file maintenance requests.
· Effectively manage member requests, individual and team projects, and interruptions while meeting and exceeding branch sales and service goals.  
Schedule and Assignments

· Similar to Phase 1, your schedule will be determined by the manager of the location you’ll be working in.  
· If you have a specific schedule request or need to take paid time off (PTO) during that time, please contact the branch manager as soon as possible, then notify me.    
Objectives

Branch Desk
1. Process member requests for account maintenance

2. Open and close accounts
3. Process loan applications on TAPS

4. Read and understand credit reports

5. Open, close, and modify CDs

6. Learn IRA Direct 
7. Closing accounts

8. Fraud claims

9. Death claims

10. Opening business accounts

11. Making referrals to other lines of business

12. Performing wire transfers

13. Processing IRA transactions
14. Meet and exceed member’s sales and service expectations

Phase 3: Contact Center Observation
9/24/2007 – 10/19/2007 (3 weeks)
Objective
· To observe how the Contact Center handles member requests, processes requests for information, performs account maintenance, and generate loans.
· To observe how department managers and team leads ensure consistent goal attainment while exceeding member’s service expectations.  
Contact Center

1. Operational knowledge

a. ChexSystems 

b. Beacon score 

c. New account matrix

d. Exception guidelines

e. Mortgage escrow analysis

2. Use the following programs

a. STAR

b. Commercial Integrator

c. ClarkeAmerican

d. WebExtender

e. FICS

f. FISERV

g. ITI

h. Premiere Navigator

i. LivePerson chat

j. Message Manager

3. Learn Contact Center management, coaching, and incentive functions.  

4. Meet and exceed member’s sales and service expectations.   
Phase 4: Branch Assistant Manager training

10/22/2007 – 5/9/2008 (30 weeks)
Overview

During this phase, you will act as a member of the branch management team and learn the duties of the Assistant Branch Manager.  

Meeting and exceeding your branch and individual performance goals during this phase will be one of the most important factors in determining your readiness for promotion to Assistant Branch Manager.

Objectives

· Open and close the branch
· Lead branch meetings

· Attend Assistant Manager meetings at HQ
· Organize, execute, and evaluate branch sales contests

· Meet and exceed individual sales and service goals
· Help branch staff meet and exceed team sales and service goals 
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