TELLER SKILLS


	Function
	Competency

(Necessary Knowledge, Skills, Attributes – What should employee know, do, or be like?)
	Standard (How well should the employee perform…competency?)

	DAY ONE 

Credit Union Knowledge/Employee Responsibilities/Basic Security Information/ Email functions
	· Learn Credit Union history

· Understand departmental functions and their areas of responsibility

· Learn office locations and telephone numbers

· Understand the guidelines established on the Teller Job Description

· Understand and comply with the guidelines established on the Teller Standards/Performance Appraisal

· Adhere to Working Rules/FTWCCU Office Standards

· Know how to utilize the FTWCCU Robbery Response Kit

· Understand and adhere to Information Security Program

· Read and recognize CUINSIDE as an internal information resource

· Must know:

How to receive, open, send, and delete email; as well as set message settings, attach a file, save an attached file, use the Out of Office feature, and review Public Folders

· Understand and follow through with stated guidelines of HEROS Award Program

· Understand internal self-study ASSET program and recognize awards and achievements for successful completion


	· Recognize Credit Union departments and their functionality within the Credit Union

· Know office locations and be able to give members directions to all locations

· Completely understand and base their work performance on the guidelines established for this position according to the Teller Job Description and the Teller Standards/Performance Appraisal

· Follow existing Robbery Response Kit procedures calmly and proficiently

· Know what to do and who to report to in the event of an information security breach

· Know where to refer to when needing internal employee information 

· Able to properly utilize the 

        Outlook email system

· Through continuing education, understand CU philosophy and internal functions



	Function
	Competency

(Necessary Knowledge, Skills, Attributes – What should employee know, do, or be like?)
	Standard (How well should the employee perform…competency?)

	DAY TWO

Computer System/Cash Box Procedures

Saturday Procedures

Special Services


	· Must know screens, transaction codes, 10-key by touch, keyboarding, proper identification and endorsement  procedures

· Must understand cash handling procedures, how to complete downtime receipts, how to process replenishments to and from the vault, dual control issues, handling/receiving, counting currency, paying out currency and coin, cash withdrawal approval limits, cash transactions from night drop

· Understand how to  record cash in/out on adding machine tape, locate cash overages/shortages, complete balance sheet

· Must understand Saturday procedures

Must know how to:

· Issue Cashier’s Check

· Issue Traveler’s Cheques

· Perform Cash Advances

· Sell and Redeem Savings Bonds

· Send items for collection


	· Process cash transactions accurately

· Access and understand screens without assistance

· Post 100% of cash transactions correctly, while adhering to proper identification procedures

· Properly complete Teller balance sheet

· Accurately post Special Services Transactions (to be performed on the job when transitioning to front-line training), including:

       Selling Cashiers Checks

       with cash

        Selling Travelers Cheques

        Cash Advances

        Selling and Redeeming

         Savings Bonds

         Sending items for collection

         LOC Disbursements

· Understand and perform proper Saturday procedures



	Function
	Competency

(Necessary Knowledge, Skills, Attributes – What should employee know, do, or be like?)
	Standard (How well should the employee perform…competency?)

	DAY THREE

Check processing

Accepting Loan Payments - Delinquency Issues

Merchandising - Selling

promotional tickets  


	Must understand:

· Deposit Items process

· Placement of Account number and Teller Stamp

· Teller level of authority

· Cashier’s Check disbursements

· Account transfers

· Merchandising

· Credit card cash advances

· And demonstrate quality Customer Service according to Member Relations/Customer Service Standards

Must recognize:

· Negotiable Instruments and Endorsements

· Possible fraudulent activity

· Stale dated/Post dated checks

· Two party checks

· Business checks

· Tax Refund checks

· Credit Card checks

· Insurance checks

· On-us drafts

· Delinquency issues

Must know how to:

· Sell promotional tickets


	· Process transactions accurately

· Access and understand screens without assistance

· Recognize

· negotiable instruments

· endorsements

· stale/post dated checks

· two party checks

· insurance checks

· On-us drafts

· Post 100% of checks correctly and have no checks returned for improper endorsement for 60 days

· Follow check cashing/depositing guidelines

· Follow established procedures for handling deposits/withdrawals on delinquent accounts

· Cross sell and correctly complete merchandising sales information

· Understand processing procedures for all functions of Merchandising and loan payment processing

· Understand:

· When not to accept loan

        payments due to 

       delinquency issues

· How to balance

        promotional ticket sales



	Function
	Competency

(Necessary Knowledge, Skills, Attributes – What should employee know, do, or be like?)
	Standard (How well should the employee perform…competency?)

	DAY FOUR

Member Service Functions

Debit Cards

Customer Service Skills


	Must be able to:

· Look up stop payments

· Collect fees owed to FTWCCU

· Process return items

· Complete address change forms

· Complete information for wire transfers

· Print statements

· Accept check orders

· Understand and demonstrate quality Customer Service according to Member Relations/Customer Service Standards

Must understand processes for:

· Power of Attorney

· Joint owners

· Automatic transfers

· Check copy requests

· Loan payoffs

· Overdraft protection

· Closing accounts

· LOC disbursements

· A.R.T.

· NSF Proof Privilege

Must understand how to read QAHD screen and Plastic Family Screen.

Must be able to interpret the difference between Point of Sale, ATM, and VISA transactions


	· Where to send certain member service items to be completed (wire, check orders, automatic transfers, etc.)

· Understand process for:

· Stop payments

· Return items

· Address changes

· Wire transfers

· Check orders

· Power of attorney transactions

· Check copy requests

· Loan payoffs

· Closing accounts

· LOC disbursements

· Recognize:

· Joint ownership on accounts

· Automatic transfer instructions

· Overdraft protection accounts

· QAHD screen

· QVA screen

· Types of Debit Card transactions

· Perform quality customer service to members and coworkers at all times



	Function
	Competency

(Necessary Knowledge, Skills, Attributes – What should employee know, do, or be like?)
	Standard (How well should the employee perform…competency?)



	DAY 5

Compliance Issues


	· Recognize federal regulations and how they apply to Teller transactions


	· Accurately perform transactions while adhering to Federal Regulations and guidelines
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