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Service Standards Procedure
Procedure Statement

The purpose of the Service Standards Procedure is to set forth the credit union’s approach and general service standards necessary to properly service the needs of the member.

Procedural Standards

Timing

· Greet members as soon as they enter and ask how you can be of service.

· Listen to the member’s request and clarify so you know exactly what they need.

· Handle the transaction or referral, if you need to refer it to another staff person do so immediately without delay.

· If you are unsure about a referral, or if the requested staff person is busy, walk the member to the waiting area and offer refreshments.

· Be sure that waiting members are attended to as soon as possible.

· Do not leave a member waiting without contact from a staff person.  This is every employee’s responsibility – we should never assume a member has been helped when walking through the lobby – we need to ask them if they have been helped.

Flow

· Members should receive a response to their requests the same day, whether made in person, via email, telephone or voice mail.  This means that if you are unable to complete the member’s request, a courtesy call must be made the same day to let the member know you are working on the request.

· When leaving your work area, ensure there is adequate coverage and proper flow of information to co-workers in your absence.  If you are leaving your work area for more than 5 minutes please mark it on your office tracker and put your telephone on DND.

· When leaving the building for other than your regularly scheduled lunch hour let your supervisor know and note the change on your office tracker and phone.

· If you leave early for the day, email the entire staff to let them know, change your office tracker and put your phone to DND.

Accommodation

· All staff members are to be accommodating and respectful to each other and each department and be aware of co-workers workflow.

· Each staff member is to respect the confidentiality of our members’ business by using traffic routes that ensures privacy in member dealings.

· It is the employees’ responsibility not to gather around areas where members are served; such as the stairway, the hallway, by the coat rack, etc.

Anticipation

· Ask if there is anything else you can do before referring the member to another staff person or in closing the conversation whether in person or on the phone.

·  Try to identify member needs and look for opportunities to cross sell other products.

Communication

· Follow-up on our letterhead or our TruStar note cards with a copy of any correction/entries.

· All correspondence to members should have their name and address typed or printed on the envelope.  It should not be hand written with the exception of note cards that are sent out.

· Make sure to make eye-contact with the member

· When speaking to a member, make sure to smile and use positive body language.

· When on the telephone with a member make sure to use a professional tone of voice and smile, people can hear the smile in your voice.  Make sure to speak slowly, clearly and courteously.

· When using email communication, make sure to include your contact information.  Please make sure to be courteous and use proper business etiquette.  All employees will be required to use a standard format for the closing of the email.

Personal Standards

Appearance

· Set aside files on desk so they are not within member’s view to ensure privacy and confidentiality.

· Place memos or other business and personal correspondence upside-down in bins, desks and counter.

· Members’ files are to be organized alphabetically by last name and kept in locked file cabinets, except when a staff person is actually using the files.

· Each staff member will remove empty boxes and put supplies away as they arrive.

· Each staff member will adhere to the dress Procedure in the Employee Procedure Manual and have the logo visible on clothing at all times.

· Each staff member’s work area will be cleared of piles and files at the end of the day.

· Employees will not be allowed to have gum or food at their desks during normal business hours.

· If an employee has water, pop, or coffee at their desk or workstation it must be in a covered TruStar cup.  Also, employees should never take a drink while serving the member.

· Radio’s and CD players are not allowed to be on during business hours unless they are on for work purposes.  Work purposes include the marketing dept. and the investment dept.
Attitude, Body Language, Tone of Voice

· Staff members should always be conscious of members and co-workers and acknowledge their presence immediately.

· Extend common courtesy and friendliness to co-workers every day.

· If possible, stand up and shake the members hand at an appointment.

· Whenever a member is sitting at the fireplace the employee should come out of their office and greet the member and escort the member to their office.  This includes the RE processing dept.  Members should not be allowed to go into an office unescorted.

Attentiveness

· Members come first before personal discussions and/or interoffice business.

· Follow up on promises to members immediately.

· When members bring in children, babies or animals, there should be no gathering of employees.  Attention to members comes first.  Use common sense and be aware of your surroundings.

Tact

· Use positive language.  This includes the use of verbal language and body language.

· Refrain from using slang or profanity.

· Do not use “Procedure” as an excuse.  Find out why we do the things we do and explain to the member how it is for their protection.

Customer Feedback

· When you complete a member transaction, ask “Is there anything else I can help you with today?”

· FSR/FSC’s should hand out a business card and let the member know they can contact them with any questions or concerns they may have.

· When a member communicates a suggestion or a need to you, write it down along with the contact information and give it to your immediate supervisor within the day.  The staff member should follow up with their supervisor to make sure the matter has been taken care of.

Selling Skills

· Share product information internally

· All employees are responsible for knowing product and service information as it appears in our PEAK and CUES information.

· Using their product knowledge, employees are expected to offer information about additional services to members and/or make suggestions.  Product knowledge may come from Peaks, Cues or other reference materials.

Gracious Problem Solving

· Employees are encouraged to try and resolve difficult member situations and issues.  Make your supervisor aware of the situation.

· Listen to the member and show concern, take member concerns and issues seriously

· Show respect to the member and give them the benefit of the doubt.

· Take appropriate action to make sure the member is satisfied.

· Remember that the member’s perception is reality.

· Act to reverse negative situations and take a pro-active approach.

Organization and Supervision

· The organizational chart will be used to facilitate communication within the organization.

· An organizational chart will be posted in the break room.

________________________________________________________________________
ACKNOWLEDGEMENT

By signing this form, I acknowledge that I have read, understand, and agree to be bound by the terms of the Service Standards Procedure
Employee Signature _______________________________

Date _____________
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