MSR I 90 Day Training Needs Assessment
Name:__________________________________
Date:  ________________________
Directions:  For each of the areas listed below, please mark “X” in the corresponding column which best indicates your level of comfort.  PLEASE NOTE:  THIS FORM WILL NOT BE USED AS A PERFORMANCE REVIEW.  It will be used ONLY to assess any areas where you may benefit from additional training, coaching or instruction.   Its purpose is to help you be more comfortable and more successful in your job!
                                                                        1 = Not Comfortable
                    5 = Very Comfortable

	Understanding EMPIRE ACU and Credit Unions
	1
	2
	3
	4
	5

	What a credit union is and how it works
	
	
	
	
	

	How credit unions differ from other financial institutions.
	
	
	
	
	

	EMPIRE ACU’s Brand and Mission 
	
	
	
	
	

	EMPIRE ACU’s History
	
	
	
	
	

	Membership Eligibility
	
	
	
	
	

	Office locations/hours/departments
	
	
	
	
	

	Personnel:  who to contact with questions, where to direct members
	
	
	
	
	


                                                                       1 = Not Comfortable

     5 = Very Comfortable

	Knowledge of EMPIRE ACU Savings and Checking Products – to sufficiently explain and open for members.
	1
	2
	3
	4
	5

	S1 – Primary Share Savings
	
	
	
	
	

	S10 – Special/Vacation
	
	
	
	
	

	S5 – Christmas Club
	
	
	
	
	

	S9 – Money Market
	
	
	
	
	

	S8 –   Checking
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	ATM Card
	
	
	
	
	

	Debit Card
	
	
	
	
	

	Courtesy Pay
	
	
	
	
	


                                                                      1 = Not Comfortable
                    5 = Very Comfortable

	Knowledge of EMPIRE ACU Investment Products – to sufficiently explain and refer members to specialist.
	1
	2
	3
	4
	5

	S9 - Money Management Account
	
	
	
	
	

	Share Certificate
	
	
	
	
	

	IRA
	
	
	
	
	

	Roth IRA
	
	
	
	
	


                                                                      1 = Not Comfortable
                    5 = Very Comfortable

	Knowledge of EMPIRE ACU Automated, Lending and Mortgage Products – to sufficiently explain and refer members to specialist.
	1
	2
	3
	4
	5

	TILLIE – Audio Response Service
	
	
	
	
	

	PC Teller and Home Banking
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	E-Statement
	
	
	
	
	

	Email Alerts
	
	
	
	
	

	Automatic Payments
	
	
	
	
	

	Direct Deposit
	
	
	
	
	

	L-types
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	Home Improvement Loan
	
	
	
	
	

	Personal Computer Loan
	
	
	
	
	

	Indirect Auto Loans
	
	
	
	
	

	
	
	
	
	
	

	Web Site Loans
	
	
	
	
	

	Home Equity Loan
	
	
	
	
	

	Home Equity Line of Credit
	
	
	
	
	

	First Mortgages
	
	
	
	
	

	Online Mortgage Application
	
	
	
	
	


                                                                      1 = Not Comfortable
                    5 = Very Comfortable

	Knowledge of EMPIRE ACU VISA Products – to sufficiently explain and offer an application.
	1
	2
	3
	4
	5

	VISA Classic
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	


                                                                      1 = Not Comfortable
                    5 = Very Comfortable

	Knowledge of EMPIRE ACU Business Services – to sufficiently explain and refer members to specialist.
	1
	2
	3
	4
	5

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	


                                                                      1 = Not Comfortable
                    5 = Very Comfortable

	Knowledge of EMPIRE ACU Miscellaneous Services – to provide the member or refer to appropriate specialist.
	1
	2
	3
	4
	5

	CU Checks
	
	
	
	
	

	Cooperative Real Estate Services
	
	
	
	
	

	Money Orders
	
	
	
	
	

	Members Financial Services
	
	
	
	
	

	
	
	
	
	
	

	Notary Public
	
	
	
	
	

	Power of Attorney
	
	
	
	
	

	Safe Deposit and Lock Boxes
	
	
	
	
	

	Savings Bonds
	
	
	
	
	

	Signature Guarantee
	
	
	
	
	

	Amusement Park Tickets
	
	
	
	
	

	Traveler’s Cheques
	
	
	
	
	

	Wire Transfers
	
	
	
	
	


                                                                      1 = Not Comfortable
                    5 = Very Comfortable

	Knowledge of how dividends are calculated – to explain to a member.
	1
	2
	3
	4
	5

	Savings
	
	
	
	
	

	Checking
	
	
	
	
	

	Money Management
	
	
	
	
	


                                                                      1 = Not Comfortable
                    5 = Very Comfortable

	Rates and Fees – where to locate and how to quote to members.
	1
	2
	3
	4
	5

	Service Fees
	
	
	
	
	

	Deposit Rates/Fees
	
	
	
	
	

	Loan Rates/Fees
	
	
	
	
	

	Mortgage Rates
	
	
	
	
	

	
	
	
	
	
	


                                                                      1 = Not Comfortable
                    5 = Very Comfortable

	FSP System – knowing how to use the following:
	1
	2
	3
	4
	5

	Function Keys
	
	
	
	
	

	Full Account Key
	
	
	
	
	

	Pull Down Menus
	
	
	
	
	

	Member Lookup
	
	
	
	
	

	Member Overview
	
	
	
	
	

	Diary Memos
	
	
	
	
	

	Multiple Transactions
	
	
	
	
	

	Shared Branching  - OCS
	
	
	
	
	


                                                                 1 = Not Comfortable
                    5 = Very Comfortable

	Teller Transactions – how to complete using FSP and appropriate forms:
	1
	2
	3
	4
	5

	Deposits – cash & checks
	
	
	
	
	

	Cashing checks
	
	
	
	
	

	Check handling fees
	
	
	
	
	

	Off-us checks
	
	
	
	
	

	Withdrawals
	
	
	
	
	

	Loan payments – cash, check, transfers
	
	
	
	
	

	Loan payoff inquiry
	
	
	
	
	

	Mortgage payments
	
	
	
	
	

	VISA payments
	
	
	
	
	

	VISA advances
	
	
	
	
	

	VISA inquiries
	
	
	
	
	

	Account transfers
	
	
	
	
	

	Credit union checks
	
	
	
	
	

	Money orders
	
	
	
	
	

	Traveler’s cheques
	
	
	
	
	

	Amusement Park tickets
	
	
	
	
	

	
	
	
	
	
	

	Redeeming savings bonds
	
	
	
	
	

	Stop payments
	
	
	
	
	

	Balance inquiries
	
	
	
	
	

	
	
	
	
	
	


                                                                      1 = Not Comfortable
                    5 = Very Comfortable

	Check Cashing Policies & Procedures 
	1
	2
	3
	4
	5

	Types of checks EMPIRE ACU can accept
	
	
	
	
	

	Verifying member identification
	
	
	
	
	

	When and how long to place holds
	
	
	
	
	

	Check cashing fee – when to charge
	
	
	
	
	

	Decision Check – scanning official checks
	
	
	
	
	


                                                                      1 = Not Comfortable
                    5 = Very Comfortable

	Managing Cash Drawer – knowing and understanding the following:
	1
	2
	3
	4
	5

	Cash drawer limits
	
	
	
	
	

	MSR Performance Standards
	
	
	
	
	

	Counting currency (cash-in, cash-out)
	
	
	
	
	

	Balancing cash drawer
	
	
	
	
	

	Counting from screen
	
	
	
	
	

	Using adding machine 
	
	
	
	
	

	Replenishments
	
	
	
	
	

	Preventing overages & shortages
	
	
	
	
	

	Locating overages & shortages
	
	
	
	
	


                                                                      1 = Not Comfortable
                    5 = Very Comfortable
	Knowledge of types of Consumer Account Ownership
	1
	2
	3
	4
	5

	Single
	
	
	
	
	

	Joint
	
	
	
	
	

	POD
	
	
	
	
	

	POA
	
	
	
	
	

	Representative Payee
	
	
	
	
	

	OTMA
	
	
	
	
	

	Trust Accounts
	
	
	
	
	


                                                                      1 = Not Comfortable
                    5 = Very Comfortable

	Knowledge of types of Business Account Ownership
	1
	2
	3
	4
	5

	Sole Proprietorship/DBA
	
	
	
	
	

	Corporations/LLC
	
	
	
	
	

	Partnerships
	
	
	
	
	


                                                                      1 = Not Comfortable
                    5 = Very Comfortable

	Regulations and Compliance – understanding how they affect your job, knowing how to comply.
	1
	2
	3
	4
	5

	Truth-in-Savings Act
	
	
	
	
	

	Regulation CC – Funds Availability
	
	
	
	
	

	Regulation E – Electronic Funds Transfer
	
	
	
	
	

	Regulation D
	
	
	
	
	

	Bank Secrecy:  when & how to use Currency Transaction Report
	
	
	
	
	

	Bank Secrecy:  purpose of Suspicious Activity Report – what to report
	
	
	
	
	

	USA Patriot Act
	
	
	
	
	

	Privacy Act
	
	
	
	
	


                                                                      1 = Not Comfortable
                    5 = Very Comfortable

	Teller Procedures – how to do the following:
	1
	2
	3
	4
	5

	Proofing
	
	
	
	
	

	Balancing
	
	
	
	
	

	Cash On Hand
	
	
	
	
	

	Cash Counting
	
	
	
	
	

	Over & Short
	
	
	
	
	

	GL Totals – money orders, traveler’s cheques
	
	
	
	
	

	VISA totals
	
	
	
	
	

	Mortgage totals
	
	
	
	
	

	Encoding checks
	
	
	
	
	

	Imaging checks
	
	
	
	
	

	What order to put teller work in
	
	
	
	
	


                                                                      1 = Not Comfortable
                    5 = Very Comfortable

	General Member Service 
	1
	2
	3
	4
	5

	Responding promptly
	
	
	
	
	

	Establishing eye contact
	
	
	
	
	

	Smiling and greeting the member
	
	
	
	
	

	Using the member’s name
	
	
	
	
	

	Using active listening skills
	
	
	
	
	

	Recognizing referral opportunities and suggesting other products/services
	
	
	
	
	

	Making referrals to specialists
	
	
	
	
	

	Closing pleasantly
	
	
	
	
	

	Answering member’s questions
	
	
	
	
	

	Assisting members in solving problems
	
	
	
	
	

	Dealing with angry or difficult members
	
	
	
	
	

	Drive-thru service
	
	
	
	
	

	Explaining policies/rules
	
	
	
	
	


                                                                      1 = Not Comfortable
                    5 = Very Comfortable

	Security Procedures
	1
	2
	3
	4
	5

	How to protect cash drawer
	
	
	
	
	

	Preventing/detecting internal fraud
	
	
	
	
	

	What to do if you suspect internal fraud
	
	
	
	
	

	How to set up and use Bait Money
	
	
	
	
	

	What to do or not do if a robbery occurs
	
	
	
	
	

	Procedures to follow immediately following a robbery
	
	
	
	
	

	Where to locate robbery packet
	
	
	
	
	

	How to complete the Ident-a-Card
	
	
	
	
	

	What to do in event of an extortion or bomb threat
	
	
	
	
	

	How to handle suspicious packages
	
	
	
	
	

	How to follow evacuation procedures
	
	
	
	
	

	Where escape routes are located at all branches
	
	
	
	
	

	How to respond to emergencies
	
	
	
	
	

	How to physically safeguard member information
	
	
	
	
	

	How to detect counterfeit currency
	
	
	
	
	

	What to do if you receive a counterfeit note
	
	
	
	
	

	Preventing check fraud
	
	
	
	
	

	The “clock” scan
	
	
	
	
	

	Using FSP system to prevent check fraud
	
	
	
	
	


                                                                      1 = Not Comfortable
                    5 = Very Comfortable

	Knowledge and use of required programs:
	1
	2
	3
	4
	5

	Squirrel Mail – email system
	
	
	
	
	

	EMPIRE ACU Intranet
	na
	na
	na
	na
	na

	
	
	
	
	
	


What, if anything, would you like to have some additional training or instruction in to help you do your job?

____________________________________________________________________________

_____________________________________________________________________________

_____________________________________________________________________________

Other comments:

_____________________________________________________________________________

_____________________________________________________________________________

_____________________________________________________________________________

Thank you for taking the time to complete this assessment.  Your success here is important to us.  We appreciate your feedback!

