PROFESSIONALISM PRESENTATION NOTES
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PROFESSIONALISM
(5 min)

Welcome and introduction

Technically trainer – Professional Development Coach

Discuss background

-----------------------------------------------------------------------------------------------------

SLIDE 2









Pg 1

OBJECTIVES
(5 min)

· Define Professionalism

· Determine the traits of the “Ideal Employee”

· Discuss the roles we must play as an employee

· Uncover the 4 A’s of Professionalism

· Project a professional image
Activity


Ask each person their definition of professionalism

------------------------------------------------------------------------------------------------------------
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CATEGORIES
(2 min)

“Professionalism encompasses many things.  In the Thesaurus, it can even fall under several different categories:”

Roles, part, duty, position, function

Business like, functional, busy, official

Specialist, expert, authority, master, wizard
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WHAT ARE EMPLOYERS LOOKING FOR?
(10 min)

Activity

“If you were starting your own business what type of employees would you like to hire?”  Finish the sentence, “A good employee is someone who always…”

· Use flip chart or dry erase board to record answers 

“We could summarize your responses in four words:”


Adaptitude


Attendance


Attitude


Appearance

We will be discussing these three items in detail later, first let’s self-reflect…

------------------------------------------------------------------------------------------------------------
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WHO AM I?
(10 min)

Activity “Let’s think of some roles we play in life and as employees.  Another way to think of it is hats we wear” (list all the different roles you play in life and as an employee)

· Use flip chart or dry erase board to record answers


------------------------------------------------------------------------------------------------------------
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ROLES
(3 min)

Ambassador

Diplomat

Student

Teacher

Cheerleader

“Whew! That is quite a list – and you thought you were just an MSR, lender, financial advisor…!”

Core Summary:  There are many hats that we wear as employees – communicator, student, teacher, organizer, diplomat, comedian, friend, salesman, and the list goes on.  We have to be more than just a lender, msr, collector, accountant, financial planner, supervisor, manager, representative, etc…
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PROJECTING A PROFESSIONAL IMAGE  (Present each component on slide one at a time and discuss) (15 min)
“There are some things however that apply to everyone to help project a professional image.” (5 S’s of Professionalism) Activity: ask for more ways to enhance each component.

· Smarts – competency, skills, knowledge (Aptitude)

· Lifelong learning

· Learn new skills

· Enhance the skills that you have

· Secrets – confidentiality: 

· Speak in a low voice

· Avoid giving balances out orally

· Never reveal information to third parties

· Use discretion off duty, too

· What you hear here; stays here!!!!!

· Self-Assured – confidence in yourself and your skills

· Do not campare yourself with someone else; they may have more here longer; much longer----you will get there!!!!

· Simple Courtesy – R-E-S-P-E-C-T, focus, graciousness, manners

· Listen carefully

· Never talk about a member

· Put them down (other members may be listening: ex. “he stinks!,” “he’s a jerk!”

· If you need to vent; seek out supervisor’s office

· Communicate warmth, honesty, and empathy

· Empthy is different from sympathy

· Ask: does anyone know the difference?

· Empathy – abilty to identify oneself mentally with, and so understnd, a person or thing; putting yourself in the member’s shoes:  (buils trust)

· Your’re uneasy about not getting your cancelled checks back

· Tha can be frustrating

· It is disappointting…

· Provide personable service

· Make members feel welcome

· Introduce yourself

· Offer members a seat if they need to wait for you to do research

· Inform them of ways we can make their financial life easier

· Co-Workers

· NO GOSSIPING (R-E-S-P-E-C-T)

· Stretch – be flexible, go above and beyond

· Escort a member to a loan officer or to the financial advisor

· Buzz loan offfice or financial advisor to have them meet member

· Help out a co-worker even if it is not your job

· Ask to be trained on something new

· 4 A’s of Professionalism revisited

· We will now talk in more detail about the things we can do to project a professional image.
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SLIDE 8









Pg 4
APPROACH/Adaptitude
(15 min)


Adaptitude=Adaptability+Attitude

How do you approach your:


job?


co-workers?


manager/supervisor?


mistakes?


members?

Activity:

A. Job? “Is it a challenge or a chore?  It shows! (List ways to keep busy!)
a. Stay busy – how? 

i. Read

1. Brush up on your product knowledge

2. Practice referral skills

3. Become more familiar with your industry

a. Trade Publications

i. Credit Union Journal

ii. Credit Union Magazine

iii. Teller Sense

4. How is your diction?  Grammar? Spelling? (Pick a word for the day) (Classes at CCAC) 

ii. Cross-train

1. Let your supervisor know your interested in learning a new skill

iii. Help others

1. Ask a new employee if they need help with anything (product knowledge, 3 systems, tran codes, supplies)

2. Observe, maybe someone is overwhelmed and is embarrassed to say something

iv. Clean and organize (guest in home)

1. Is your work space messy?

2. Is there trash on floor? (anywhere around the branch)

B. Co-workers?
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a. Practice

i. Honesty – (Listed on worksheet)
ii. Trust – (Listed on worksheet)
iii. Respect

iv. Support

v. Cooperation

vi. WCIDFY (What can I do for you?) NOT WIIFM (What’s in it for me?)

C. Manager/supervisor

a. EXACTLY THE SAME AS CO-WORKERS!!!!

D. Mistakes

a. “Is it your mistake or someone else’s?  It should not matter in relation to how you react or respond.

i. Acknowledge the error

ii. Apologize for the situation (empathize)

iii. Take responsibility (“our mistake, corporately”)

iv. Don’t become defensive (w/members, co-workers, supervisors)

(important: be accepting of constructive correction)

v. Fix it and move on with your life; don’t grovel!

vi. Follow up

vii. Thank you to all involved

E. Problem
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a. “Similar to mistake and…

i. Understand the real issue

1. Ask questions to unearth the facts

2. Listen  talk about different problems
3. Restate & Reassure them we will take care of it

ii. Investigate – consult with appropriate personnel

iii. Determine options to the solution
iv. Take care of it – even if it is “not your job.”  Do your best to get an answer but don’t make promises you/others can’t keep

v. Follow through – (ex. call back, mail)

No name dropping or placing blame on other co-workers exspecially in front of members!!!!!!!!!!!  Ex. “I see what___did!”

The bottom line in approaching mistakes and/or errors is to respond, not react.  Listen, take responsibility, and follow through.

F. Members
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a. “We should attempt to be consistent with everyone by using the following:

i. Greet them

ii. Call them by name

iii. Maintain eye contact – even & especially over the phone (eye-rolling even comes through or a member stanind in the branch can see you) stay focused!

iv. Take notes
v. Be accurate and accommodating
vi. Thank them

------------------------------------------------------------------------------------------------------------
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MEMBER PERSONALITY TYPES
(20 min)
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Activity: List personality types you come across on your job.

A. Irate
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a. Listen with respect (includes body language)

b. Don’t argue
c. Use questions to calm and clarify

d. Don’t patronize
e. Stay calm (speak lower ton of voice; helps keep the other person calm)

f. Don’t take it personally
g. Recognize that some people are naturally (unnaturally) hostile

h. Only bail out to a superior if necessary

B. Talkative

a. Be polite
b. Be firm
c. Don’t chit chat
d. Explain time constraints
e. Use closed-ended questions

f. Close with “here’s your change.” “have a nice day.”

C. Confused

a. Be patient
b. Listen
c. Avoid jargon – keep it simple, rephrase differently

d. Break it down
e. Ask questions to test reaction
f. Watch body language (verbal and non-verbal)

g. Summarize, test, summarize, test, summarize, test  (solicit suggestions)
D. “I must say ‘NO!” (referrals)

a. Use supporting documentation
b. Explain the benefits to them

c. Offer alternative solution/option
d. Don’t be swayed
e. Use common sense
f. Be discreet
g. Avoid “jargon” words

E. Disabled

a. Relax!!!

b. Focus on the person on the inside (not on the disability)

c. Ask questions
d. Don’t patronize
e. Seek help if necessary

F. Kids

a. Be patient
b. Ask parent before giving anything to the child (candy, balloon, etc…)

c. Point out to the parent any safety concerns i.e. child is almost ready to climb up a wall or flush their sister down the toilet!

------------------------------------------------------------------------------------------------------------
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CORE SUMMARY:   (As a rule: Assume the best in a person – self-fulfilling prophesy)

Approach – The bottom line is: WE must approach the majority of people we come into contact with the same way all the time.  We will need to make adjustments in regards to each situation, but the following rules should apply to most:

· Listen

· Be patient

· Don’t patronize

· Ask questions

· Listen

· Be polite

· Follow the rules

· Seek help when necessary
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ACTIVELY FOCUS
(10 min)

“This skill is very important in making other feel like you are there for them.  Most people already think that we don’t have anything to do until they come to see us.  In order to provide good service and present a professional image we can remember what we were taught to do when crossing a street.”


Stop!

Look!

Listen!

· Stop what you are doing

· Look-up – acknowledge the member is there when they come in.  Use Dollar General or Walmart as an example (they greet everyone who walks in the door) MAKE EYE CONTACT AND TRACK FROM DOOR TO WINDOW

· Listening is one of the most important skills we can use. Ask: “how do we listen and/or how do we know others are listening?” 
· Use flip chart or dry erase board if time allows to list characteristics of a good listener

· AVOID interrupting member unless it is necessary.  If you are confused, stuck, etc…

· AVOID interrupting co-workers unless necessary.  This removes their focus from their member.  Sometimes we can unintentionally be a distraction to others- laughter, music, personal calls, etc…

Examples:

· Eye contact

· Nod, shake, rattle of the head

· Murmur – uh-huh, mmm humph

· Facial expressions, both positive and negative

· Open stance

· Lean forward

· Don’t fidget

· Don’t play wit your rings, hair, ties, etc…

· Posture

· Don’t doodle but do take notes

· Ask questions

· Re-phrase with content and feeling-

· Your’re (feeling) because (content)”

· Your frustrated because we don’t have that service.”

There IS a difference in HEARING and LISTENING!!!!!


We can listen with more than our ears – head, eyes, and hearts!


Core Summary: Focusing on others is a great way to project professionalism.  Just remember the basic rules of Stop, Look, Listen.  Stop what you are doing…Look at the person – make eye contact…Listen to what they are saying.  Use non-verbal skills to show you are listening.
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ATTENDANCE
(3 min)

“It is critical that you are dependable”

· Be on time
· Avoid excessive absences
· Schedule time-off according to company policy

A body cannot function efficiently without all of its faculties!  Everyone has a unigue gift to contribute! You serve a unigue purpose without you it is hard to function!
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ATTITUDE
(15 min)

“One of the things that we determined earlier was that employers are looking for employees with good attitudes.” First let me ask, “Who controls your attitude You? Co-workers? Members? The answer is YOU!
“What affects our attitude?

· Write response on flip chart or dry erase board

Activity:  go through the list and ask participants to tell you what items on the list we can control.  Put a plus (+) sign by the ones we have control over and a minus (-) sign by the ones that we have little or not control over.


(everyone has an attitude – good, bad, or indifferent)

· Ask, “Do you react or respond to the items we have listed?”

· Ask, “Is attitude different from personality (which can also be good, bad, indifferent).  These two things are closely related.


· Humor as we have discussed, must be appropriate for the workplace but goes a long way to improving attitude.  I encourage groups to create a happy box.  This can be a decorated shoebox, but a place to keep jokes or motivational thoughts that someone can read if they need a “pick-me-up.”

(any ideas?)

· Patience – shown by verbal and non-verbal – rolling the eyes and grunting are good indications that patience has run out.
· There is a difference between being prideful and taking pride in your work (show patience and humility while helping member)
· Tone of voice can also demonstrate attitude.  Placing emphasis on words in a sentence can change the meaning.  For example, the sentence “She always tries to look busy” can be changed to mean many different things…She always tries to look busy, She always tries to look busy, She always tries to look busy, She always tries to look busy.  Sarcasm can also come through in the tone of voice.

· Volume can also determine professionalism.  There needs to be a happy medium between shattering glass and a whisper.


One of the most important things that should be noted regarding attitude is that it is contagious!!!!!
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APPEARANCE
(10 min)

“1st impressions are critical and set the stage for future contact.”

· Polished

· Put together 

· Pressed

· Proper

Polished – Figuratively and literally.  


Have you ever heard someone comment that a person looks really polished?  I don’t believe they mean they used lemon Pledge that morning, but are speaking about the overall appearance.  Literally though, you should check to make sure that clothing is neat and clean, all the buttons are there and in the right holes, if appropriate, nail polish is not chipped, shoe cuffs are taken care of (QUICK TIP: to remove a small scuff, use fingernail polish remover then petroleum jelly to polish)

Too busy for a manicure: keep nails short and use clear polish or a neutral color!

Put together –Accessories can really make a difference.

· If you have belt loops, wear a belt

·  would a scarf be appropriate, top button closed when wearing a tie  

· What should you do if you are colorblind? 

· One option is to buy Garanamils (a kids clothing with tags that put pieces together) 

· You can enlist the help of a friend, spouse, etc. that can help you in arranging your closet to help you out.  

· Some new “accessories; to consider are body piercing and tattoos.  In general these are not considered professional and should be covered or avoided in the business setting.

Pressed – Check the mirror: preferably full-length.  You may want to avoid linen or buy a 

    steamer.  TIP: Put item in dryer with damp cloth or damp fabric softner

Proper – This means appropriate for your work environment.  Remember, if it is business 

  casual, the word is BUSINESS.  

· If the dress code is more relaxed – jeans should be neat and pressed, no bleach spots or frayed areas.  

· Shirts should always be tucked in unless specifically designed otherwise.

· Avoid t-shirts and leggings.  

· A rule of thumb is  “when in doubt don’t wear it out.”  

· Modesty should also be an issue.  Some of us are more well-endowed (at both ends) than others.  

· I do believe it is easier for men, but they must also care to look their best.

IMPORTANT POINTS TO REMEMBER:

· You will feel and perform how you look – bad hair day, tight skirt, bra straps slipping etc…

· Use a mirror, use a friend (who has some style sense)

· You can do it on a budget – Following the P’s above can make as much impact as spending tons of money.  Mix and match, accessories can bring it all together, shop the sales in the off-season check out the consignment stores, (some still have tags on them!)

· Too much of a good thing – Be mindful of cologne, polishes, makeup, accessories, etc…

· Trends – platform shoes, bell-bottoms, tie die, animal print, etc… are all examples of trends.  The goal is to look stylish, not trendy.

· Remember the kids song “Head and Shoulders, Knees and Toes” 

Activity: Get group up and sing the song!

· Head – hair combed, makeup appropriate, breath check

· Shoulders – check cleavage, bra straps, tie, buttons, fly

· Knees – skirt length, slip showing, pressed trousers

· Toes – socks match, highwaters, appropriate and polished shoes

· TIP:  cut pockets out of pants (avoids bulkiness)

Solicit other ideas!

Overall, our goal should be to be judged by our actions and work ethic, not our appearance, but appearance matters.  There is a saying “dress for the job you want.”  As there are many different styles in clothing, there are different tastes and levels of common sense.  What may seem appropriate or “cute” to one person may be considered trendy and inappropriate to another.  It is always better to err on the side of conservative.

------------------------------------------------------------------------------------------------------------
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OFFICE CONDUCT (3 min)

Part of appearance is behavior

When a member approaches are you:

· Smiling

· Cheerful

· Attentive

In the break-room are you:

· Grumpy

· Gossiping
SLIDE 16
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FIRST IMPRESSIONS vs A MOMENT OF TRUTH (3 min)

Remember that 55% of a first impression is based on sight and it takes 10 different encounters to change a first impression!

A moment of truth is ANYTIME a member comes in contact with any element of the credit union and has an opportunity to form an opinion about our service quality.  It is continued impressions from various sources!



Activity: List moments of truth


Pg 12
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QUESTION & ANSWER
(5 min discussion depending on time)
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CONCLUSION
(1 min)


Professionalism can have many different definitions, but it basically boils down to the image you project for yourself and your company.  It does not have to mean stuffy and unapproachable, but with the suggestions and discussion we have had today, you should be able to put your best foot forward in all you do!

YOU ARE THE TICKET TO SUCCESS!!!!!!!!!!!!!!!!!!!

Go to next slide after discussion





Show slide with title only








After discussion show clip art





Handout!





Activity: 


List other ways!





Display title only until after discussion





Show slide





Show first part of slide





Show remaining slide and discuss


Chuck Swindoll hand out
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Treat as formal guest in your home.  New in-laws; government official, pastor, priest





Discussion on how to fram your response in a posivie way: “I can do…” never say “I cannot do…”





Solicit input





Be alert they are a guest in your home!





Any suggestions on how to decompress time?








PAGE  
10

