Mission Statement: To help our members achieve their financial goals.

WELCOME TO 

THE POWER OF PROFESSIONALISM

Thank you for being a valuable asset to the Century Heritage vision and mission.  Your contribution and dedication is critical to achieve the goals set forth.  A critical component to the core competencies of Century Heritage is our service.  Professionalism is key in the principles that guide the quality of services which are expected from us by our members.  

What is professionalism?  How do we achieve this quality to give us a strategic advantage on our competitors?  

This work shop will give you the tools necessary to make a significant difference in the image that we portray to our members and potential members.  Remember, it all begins with YOU!
OBJECTIVES

· 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

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

SECTION 1

What is your definition of professionalism?

SECTION 2

WHAT ARE EMPLOYERS LOOKING FOR?
List qualities employers are looking for in employees










Notes:

	A Good employee is someone who always…




Summarize these qualities in 4 words:

	A

	A

	A

	A


SECTION 3

WHO AM I?

Now let’s take a look at the different roles that we play.  List all the different roles that you play in your life.  For example: mother, sister, aunt, co-worker etc…

	


Now let’s think of some roles we play as employees…

	


SECTION 4
PROJECTING A PROFESSIONAL IMAGE

The 5 S’s of Professionalism:


S_________________


S_________________


S_________________


S_________________


S_________________

4 A’s Revisited

The 4 A’s Attitude, Adaptitude, Attendance, and Appearance are all part of projecting a professional image.  Although transparent, they are included within the confounds of the 5 S’s. 

A_______________ + A_______________ = Adaptitude AKA Approach

How do you approach your:






Job?






Co-workers?






Manager/supervisor?






Mistakes?






Problems?






Members?

A. Job?  “Is it a challenge or a chore?  It shows!

a. Stay busy – how?

List ways to keep busy on your job…

	
	


B. Co-workers?

a. Practice

i. Honesty

ii. Trust

What are other ways?

	
	


C. Manager/supervisor?

	
	


D. Mistakes?

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

	1.  A______________ the error

	2.  A______________ for the situation

	3. Take r_____________

	4.  Do not become d____________

	5. F____ it

	6. F_________ up

	7.  T________ y_____ to all involved


E. Problems

a. Similar to mistake and…

i. Understand the real issue:

1. Ask q___________ to unearth the facts

2. L_______

3. R_____ & R______ them we will take care of it

ii. I___________

iii. Determine o_________ to the s___________

iv. Take care of it – even if it is “n____ y_____ j_____” do your best to get an a__________ but do not make promises you/others cannot keep

v. F________ through

THE BOTTOM LINE IN APPROACHING MISTAKES AND/OR ERRORS IS TO RESPOND, NOT REACT!

LISTEN, TAKE RESPONSIBILITY, AND FOLLOW THROUGH!!!!!

F. Members?

Be consistent with everybody by using the following:

i. G_______ them

ii. Call them by n_________

iii. Maintain e___ c________

iv. Take n______

v. Be a____________ and a___________

vi. T________ them

MEMBERS ARE OUR MOST VALUABLE ASSET!

Member Personality Types

What types of personalities do you come across on a daily basis on your job?  

	
	


How do you deal with the following personalities?

A. Irate

a. L____________ with r___________

b. Do not a______

c. Use q___________ to c______ and c_______

d. Do not p____________

e. Stay c______

f. Do not take it p___________

g. R_________ that some people are naturally (unnaturally) hostile

h. Only r___ to a s__________ if necessary

B. Talkative

a. Be p__________

b. Be f______

c. Do not c___ c____

d. Explain time c___________

e. Use c______-e____ questions

C. Confused

a. Be p___________

b. L___________

c. Avoid j_______

d. B__________ it d_______

e. Ask q___________ to test r___________

f. Watch b_____ l_____________

g. S__________, t__________, s_________, t__________

D. “I must say ‘No’!”

a. Use supporting d____________

b. Explain the b________ to them

c. Offer alternative s_____________ and o_________

d. Do not be s_______

e. Use c___________ s____________

f. Be d_____________

g. Avoid j_________ words

E. Disabled

a. R__________!

b. F_________ on the p_________ on the inside (not on the d________)

c. Ask q___________

d. Do not p_________

e. Seek h____ if necessary

F. Kids

a. Be p__________

b. Ask p_________ before giving anything to the c_______ (ex. c_____, b_______)

c. Point out any s_______ concerns 

CORE SUMMARY

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

· Be polite

· Follow the rules

· Seek help when necessary


SECTION 5

ACTIVELY FOCUS

· STOP!

· LOOK!

· LISTEN!

List  examples of how we listen or know others are listening.

	
	

	
	

	
	

	
	

	
	

	
	


There IS a difference in H_______ and L_________!!!!!


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.

SECTION 6

ATTENDANCE

Is your attendance important?  Does it matter whether you come to work or not?

“It is critical that you are dependable”

· Be on t______

· Avoid e_______ a________

· Schedule t____-o___ according to company policy

A body cannot function efficiently without all of its faculties!  We all have individual gifts to contribute.

SECTION 7

ATTITUDE

Who controls your attitude?  You? Your Co-worker? Member?

· The answer is:  Y___!
Make a note:  “I C________ my A_________!”

What affects my attitude?”


List several things that affect your attitude:

	
	


Do you react or respond to the items listed?  (Emotional Hijacking)


React – without thought


Response – with thought

Utilize:

	· H

	· P

	· T        of V

	· V


IMPORTANT NOTE:


One of the most important things that should be noted regarding attitude is that it is contagious!!!!!!!!

SECTION 8

APPEARANCE

What are the 4 P’s of Professionalism?

1. P_____________

2. P_____________

3. P_____________

4. P_____________

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

List tips for presenting and maintaining a professional image:

	1.

	2.

	3.

	4.

	5.


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.

SECTION 9

OFFICE CONDUCT

What do members see when they enter the branch?  How is your behavior?

How do you treat your co-workers?  How is your behavior?

Part of appearance is behavior

When a member approaches are you:


S_________

C_________
A_________
In the break-room are you:
G_______
G_______

SECTION 10

FIRST IMPRESSIONS VS A MOMENT OF TRUTH

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

A moment of truth is A________ a member comes in contact with any e_______ of the credit union and has an opportunity to form an o______ about our s_____ q_________.  It is continued impressions from various sources!

List “Moments of Truth!”

	Ex.  In the parking lot
	


CONCLUSION

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!  YOU!  YOU!  YOU!  YOU!  YOU! 

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

NOTES

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	


NOTES:

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	


Notes:





Stop what you are doing





Look-up and acknowledge the member





Listening is one of the most important skills we can use: How do we listen and/or how do we know others are listening?





Notes:
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