SAFE FEDERAL CREDIT UNION

WORLD-CLASS SERVICE STANDARDS
PLAY
1. Smile! Be friendly.

· Make everyone’s visit a unique experience.

· Acknowledge everyone with a warm and friendly greeting.

· Make a special effort to use the member’s name.
· Choose words that reflect service:

“How may I help you?’

“I am sorry that you were . . . . . .”

“Thank you for taking the time to let me know.”

“I don’t know the answer, but I will find the answer and get back to you.”

“My pleasure”

· Always thank the member and extend an invitation to come again or call if they should need anything else.
2. Create an atmosphere of fun and enjoyment.

3. Love what you do. Be enthusiastic about helping others!

CHOOSE YOUR ATTITUDE
1. Be an ambassador of your credit union.
· Always speak of your credit union with pride and enthusiasm. 

2. Treat everyone as a guest.

3. Develop a “Customer is Always Right” mindset. 
· Get into the ‘shoes’ of the other person to find a workable solution.
· Make sure the member knows that their concerns are important to you.

· Be courteous and respectful to all members and coworkers.
· Members should leave feeling they have had a unique experience.
· Be willing to go the ‘EXTRA MILE’.

4. Adapt a practice of ‘continuous improvement'. 
· Keep organized and strive to produce “error free” work. 

· Work toward creating devoted members and devoted co-workers.

· Ask your members for their ideas on how best to serve them, and make appropriate changes.
· Instead of just handing the member a brochure, take time to help by walking them through the brochure pointing out important information.

5. Be knowledgeable about all products and services to include their features and benefits.

· Seek increased knowledge and request training in areas that would improve your service delivery abilities.

· Use all the products and services to become more familiar with them.

6. Be a team player. 

· Provide lateral support to other teams whenever the opportunity presents itself. 

· Praise team members and others for their accomplishments. 
· Be open to suggestions and constructive criticism. Accept criticism as opportunity to improve.
· Embrace change.
· Conduct yourself in a way that is an example to others.

· Be willing to learn the job duties of other team members.
7. Become committed to life-long learning.

MAKE THEIR DAY
1. Practice proper telephone, mail, and email guidelines and etiquette.

2. Give accurate and complete information.
3. Work toward win-win solutions in every interaction.

· Be proactive; view each situation as an opportunity.

· Strive to find a compromise position that both can support.
4. Make the member glad they came to the office. Make them feel like they made your day.

BE THERE
1. Take ownership of a problem/request/situation until it is resolved.
· Thank the person for bringing the problem to your attention.

· Quickly resolve the problem if able or refer to another for the solution. 
· Do everything possible to never lose a member or a co-worker.

· Make sure every request receives a response by the end of the day and include an estimated time of completion for any unresolved issues.

· Place a follow-up phone call within 24 business hours to ensure the solution is satisfactory. If another employee has to resolve the problem, follow-up with that employee.
· Send a comment card to determine the level of satisfaction with the way the problem was handled.
2. Use listening skills to ensure complete understanding of the request or problem.
· Acknowledge the person with good eye contact and verbal feedback.
· Paraphrase the person’s statement to clarify statements or instructions.
· Empathize to demonstrate understanding of the person’s feelings.
· Be sure that the person understands the information provided before they leave.
3. Use your empowerment to do whatever it takes to deliver world-class service!

· Be ready, willing, and able to assist when a person calls or walks through the door.

· Always make service priority #1! Drop what you are doing immediately when there is an opportunity to serve others.
· Make a positive and lasting first impression.

· Escort rather than point to areas that are not clearly identified.

· Remember the person’s name and any special information about their needs.
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