SERVICE STANDARDS AGREEMENT


Serving members extends to all Credit Union personnel. If you are not serving a member face to face or on the phone, you are serving an employee who is. Service Standards are expected to be followed by everyone and are to be applied to co-workers as well as members and potential members. 

Respect - Treat members & non-members as guests in our building. Show respect to others by the way you treat them, talk to them and the tone of voice you use. Continue to show respect to your co-workers by coming to work, being on time and giving your full attention to the tasks at hand.

Appearance – Each employee will be appropriately dressed and groomed according to Credit Union guidelines. As a representative of this organization, each employee’s apparel needs to be clean and pressed and body appropriately covered. Take pride in yourself and your work area, from the parking lot to your own desk, by picking up trash to restocking materials.

Knowledgeable – Each employee needs to have knowledge of our products and services.  Our guests expect each employee to be an expert on our Credit Union. Show confidence by knowing your job well.  Be knowledgeable; offer alternatives and solutions- not problems. Don’t fake it – find out.  

Accuracy/Consistency/Efficiency (A.C.E.) – Be precise and exact in your work. When you are thorough in your work you will have fewer errors.  Be organized and neat with your work and handwriting.  When a staff member makes a mistake due to carelessness it takes time away from other staff members’ jobs to correct the problem.  Being consistent and efficient shows you care about your job, the guests, your co-workers and the credit union.  Be a Credit Union ACE.
Acknowledgement/Recognition/Gratitude – All guests should be acknowledged and greeted with a sincere smile upon entering. Acknowledge the guests presence by looking up and establishing eye contact. Visually show the person they are important.  Refer to the guest by name at least once during any conversation or transaction.  Always use Mr., Mrs. or Ms. unless the member has instructed otherwise. Thank the guests at the end of the transaction or conversation and ask, “Is there anything else I can help you with?”  If appropriate, provide guest with your business card or direct extension where they can reach you in the future.

Focus – You work for the members and are here to serve them. They are not interruptions. Your service goal is to focus 100% on the guests.  Each employee is expected to give undivided and individual attention to every guest.  Personal problems should be set aside when you come to work and not shared with guests.

Phone Etiquette –Calls will be answered within three rings.  If you need to leave the guests on hold for longer than two minutes, take a number to call them back after you investigate.  When transferring a phone call off to another department give your co-worker as much information as possible on that guest, at least the name and account number.  Personal phone calls are limited as stated in the Credit Union handbook.

Pro-active – Actively look for ways to continually improve service to guests and co-workers at all times.  Always say, “I can” instead of “I Can’t”.  Listen to guests’ suggestions or situations with concern and empathy. Follow up on all situations.  Act to reverse negative situations. Determine guest needs by clarifying their request, offering alternatives and always-suggesting appropriate Credit Union products and services. Mention any current promotions the guest could take advantage of.  Actively pursue guests’ business. 

Confidentiality - Maintain confidentiality. Always keep communication discreet.   Be sensitive when communicating with co-workers about guests’ and Credit Union business inside and outside of work.  Don’t comment to the next guests about previous guests or co-workers or credit union business.  Don’t discuss personal information with guests.

Team Work – Cooperation is required of all employees.  Departments need to work with each other.  When you are helping a team member in your department or another department you are helping the guests.  Be aware of how you can help your co-workers.  Don’t do a task half way and leave it for someone else to finish – Give 100% Effort.  If there is nothing to do, seek out other tasks.

Courtesy – Excuse yourself if it is necessary to leave a guests temporarily, whether on the phone or in person.   Be polite and use your manners with guests as well as co-workers.  Don’t talk to or interrupt co-workers who are waiting on guests.  Keep conversations professional with guests and co-workers as well as keeping your voices low.  

Friendliness – Smile sincerely to your guests and co-workers.  Use a cheerful but professional tone of voice on the phone and in drive-thru where guests can’t see your smile visually.

Responsibility – Take full responsibility of any guest’s request.  As a representative of the Credit Union do not argue with guest.  See problems through to help guests and co-workers.  Learn from your mistakes.  

Communication Skills – Speak clearly and directly. Avoid using jargon, slang and language that may be incorrect or unprofessional. Be an active listener with your guests. Ensure external and internal written correspondence is professional and error free before mailing.  
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