Scenario 1:  The Teller Window
John Smith approaches the teller window with a note from his mother (Kim Smith) giving him authorization to withdraw $40 from her checking account.  He already knows his mother’s account number and her birth date. When you enter the account number into the system, you notice that John is not joint on the checking account.
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What should you do? 
Scenario 2:  The Olive Garden
[image: image2.wmf]It’s Friday night and you are having dinner with a few co-workers when the topic of discussion turns into an interesting story of a member applying for a car loan.  Your co-worker jokes about the Porsche that this member apparently thinks he can afford. Others begin to laugh as they too chime in with judgmental comments. 
What would you do?
Scenario 3:  Over the Phone
[image: image3.wmf]
Your member, Mr. Imanidiot, is out of town on vacation.  When he tries to withdraw a few bucks from his account via ATM, he gets a sad little “Sorry Charlie” message telling him that he doesn’t have sufficient balances to cover the requested withdrawal.  He calls you, madder than a hornet, provides his account number, and demands to know what his balance is, as well as details of his last few transactions, including deposits and withdrawals. 
What procedures would you follow to ensure the call is legitimate?
Scenario 4:  The FSR Office
[image: image4.wmf]Mr. Klewless is in your office applying for a car loan.  As the credit report is printing on the printer outside of your office, Mr. Klewless gets up and offers to grab his report that’s printing for you.  Before you can say anything, he is outside of your office sifting through the confidential papers on the printer. 
What would you do?  How could this have been prevented?


Scenario 5:  The Local Pub
It’s St. Patrick’s Day and you’re enjoying a few drinks with friends and family when you notice a somewhat drunk gentleman sitting across from you at another table.  He begins to make you feel very uncomfortable with the glaring stares and gestures he is making towards you…probably because you denied him a loan earlier that day. You feel the need to leave and are a little concerned about your safety. 
What should you do? What can you say to family and friends who are with you?
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Scenario 6:  A Helpful Favor
You’re in your comfy pants relaxing at home watching some T.V. when you receive a phone call from a good friend.  She has called you because she considers you her financial expert and is hoping that you’ll be able to help with her with something strange on her account at Altra.  Since her question is really not related to your expertise, it may require some additional research on Accounting’s part.  She asks you to take down her account number and thanks you for your willingness to personally take care of this matter for her. 
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What should you do?

Scenario 7:  In the Lobby
You are working at the front desk on a very busy day.  You are in the middle of helping an older gentleman renew a certificate.  He has a hard time hearing you so you have to speak up loudly.  Two more members come in and are waiting for you to finish.  They can hear everything that is happening with the member you are currently working with. 

What should you do?

Scenario 8:  The Teller Window
John Smith would like to make a cash withdrawal. When you pull up the account, you notice that there is a password.  Mr. Smith has no idea what his password is, or any other identifiable information on the account. When you ask him for picture ID, he tells you that he forgot his license at home.  You are hesitant to do the transaction. Frustrated, he tells you, “Fine, I’ll just walk outside and call the phone center. They’ll give me the information!” Minutes later, he is back with the correct password for his account. 
What would you do?

