
[image: image1.jpg]Wisconsin Bankers
ASSOCIATION



Customer Service Representative (CSR)

Training Guide
Name: __________________________________Date of hire: _____________________________

Supervisor: _____________________________

Orientation   CSR Initials: ________   Date: __________ Trainer Initials: ________Date:_____      

· Bank Vision & Mission Statement

· Job Description Review
· Performance & Customer Service Expectations
· Customer Confidentiality (Conversations, Telephone Calls, Statement Requests, Deposit Verifications)

· Introductions to Staff and Other Partners

· Parking, Arrival Time, Lunches, Attire
Security    CSR Initials: ________   Date: __________ Trainer Initials: ________Date:_______         
· Security training (Preparedness, Deterrents, Awareness)
· Greeting customers  
· Robbery file

· Alarm buttons
· Personal Transactions. You must have another teller process the transactions if you are a signer on the account.

· Transaction Corrections – No creative Accounting
· Sharing Cash Drawers - Dual audit before usage

· Cash Drawer Audits
· Periodic audits 

· Locking Cash Drawers

· Bottom drawer – should always be locked

· Top drawer – should be locked when you step away, leaving drawer unattended

· Drawers keys

· Storage during day

· Storage after hours

Initials   CSR Initials: ________ Date: __________   Trainer Initials:___________ Date:________           
Handling Cash     CSR Initials: ________ Date: __________ Trainer Initials:_________ Date:_________             
· Cash Handling 101

· Cash In/Cash Out tickets

· Cash Limits
· Set up of cash drawer:  

· Top drawer: Small amount of operating cash, Bait, Mutilated Currency
· Bottom drawer: Wrapped currency, Rolled Coin
· Bait money: Keep your bait money under your “working” twenties.  DO NOT SEPARATE!  
· Mutilated (Unfit) currency 

· What is it?

· When to sell to vault

· Vault orders:  Buying or Selling cash, cutoff time

· Foreign currency
· Coin: 

· Coin Machine (Usage & Balancing)

· Wrapping coin

· Currency & coin exchanges:  

Document on teller tape. Ex: business coin orders.

We do not “make change” or “break” more than one $100 bill for non-customers. 

· CTR forms (Currency Transaction Reports)

· Location of CTR manual with procedures


· Exemption list – see Tip’s folder on desktop

Handling Deposits     CSR Initials: ________ Date: __________ Trainer Initials:__________ Date:_________              
· Verify Cash – Two counts
· Verify Checks for proper endorsements

· When to complete a check tape 

· We require the customers signature on transactions that receive cash back – Verify according to guidelines/policy
Handling Withdrawals     CSR Initials: ________ Date: __________  Trainer Initials: _________Date:________        
· Dormant / Inactive Accounts 
· Savings Withdrawal

· MM Withdrawal

· DDA Withdrawal

· CD Withdrawal

· HELOC Advance

Teller Processing –System Specific Procedures    CSR Initials ________ Date:__________  Trainer 
Initials:__________ Date:_________           
· Alerts & Overrides

· Off line Procedures

· Split Transactions

Ticket Processing     CSR Initials ________ Date: __________ Trainer Initials:____________ Date:_________         
· Overview of tickets, Generic Ticket Reminders
· Tran Codes

· Credits/Debits

Account Ownership CSR Initials ________ Date: __________             
· Overview of account ownership

· Dormant / Inactive Accounts

Endorsements     CSR Initials ________ Date: __________                

· All checks require endorsements that match the account title

· Usage of “credited to…” stamp

· Types of endorsements; Blank, Special, Restrictive, etc.

· “And” versus “and/or”, etc.
· Bank listed as Payee

· Checks from Insurance Companies

Check Cashing Procedures     CSR Initials ________ Date: __________ Trainer Initials:________ Date:_________                       
· Parts of a check

· Dates – Post or Stale dated (6 months or more)

· Alterations?

· Endorsement

· On us checks; Verify funds/Stop payments/Holds

· Funds Availability Policy – Reg. CC

· Check cashing policy
· NSF checks; presented once or twice

Balancing Procedures    CSR Initials ________ Date: _______ Trainer Initials:____________ Date:_________     
· End of day/shift procedures
· Out of Balance checklist & procedures

· “Over Cash Limit” procedure

· Scanning – end-of-day/shift process

Cashiers Checks     CSR Initials ________ Date: _______  Trainer Initials:____________ Date:_________                   
· Know your customer?  We do not sell cashiers checks to non-customers.
· Are they using cash to purchase a cashiers’ check?  Is the total amount over $ 3,000 & being purchased with cash?  If so, encourage the customer to deposit the money into their account first and debit the account for the purchase.  If they do not deposit the money, we must complete the Cash Sales of Monetary Instruments form.

· Collect any fees
· Complete Cashiers Check Log

· How to prepare a Cashier’s Check – follow internal policy or procedures
· Dual Control

· Who signs cashier’s checks at my office?

· Storage

· Voided Checks – Mark all three copies “Void” & place in the Proof bag

· Customer returns check because they didn’t use it

· Have customer indicate “Not used for purpose intended” on the back and then endorse

· Process as “Cash Out” or re-deposit

Money Orders     CSR Initials ________ Date: _______   Trainer Initials:____________ Date:_________                     
· Sell to Non-customers? Add bank guidelines 
· Is the total amount over $ 3,000 & being purchased with cash?  If so, encourage the customer to deposit the money into their account first and debit the account for the purchase.  If they do not deposit the money, we must complete the Cash Sales of Monetary Instruments form. 
· Collect any fees
· Complete Money Order Log

· How to prepare a Money Order  
· Storage

· Voided Money Orders – Mark all three copies “Void” & place in the Proof bag

· Customer returns money order because they didn’t use it

· Have customer indicate “Not used for purpose intended” on the back and then endorse

· Process as “Sell cash” or re-deposit

Counter Use Checks (Omit if Not Used)   CSR Initials _______ Date: ______  Trainer Initials:______ Date:_____               
· Complete Counter Check Log  - DUAL CONTROL
· Verify account balance 
· Know your customer?

· Check ID

· Known by you? (or co-worker?)

· Fee

· Encode account number on check(s) – before you give the check to the customer!

· Indicate customers name on check(s) 

· Type information if preparing more than one check 

· OK to print name if it’s one check & it’s staying “in house”

Night Depository “Night Drop”     CSR Initials: ________ Date: _________ Trainer Initials:________Date:_______                   
· Dual Control

Processing Cash Advances  CSR Initials _______  Date: ________Trainer Initials:________ Date:_________         
· Cash Advances

· Balancing of Cash Advance machine
Processing Payments     CSR Initials ________ Date:_________ Trainer Initials:________ Date:_______
· Loans

· Coupons


· White Payment Notices
· Accepting payments without coupons or notices
· Payoff’s
· Utility Payments  
· Other
Closing Accounts     CSR Initials ________ Date:_______ Trainer Initials: _________ Date: ___________              
· Savings

· Checking

· Certificates of Deposit (PB’s) 

· Note/Loan (Call Loan Service)

Computer Info    CSR Initials ________ Date:________ Trainer Initials:__________ Date: _________  
· Programs 

· Login 

· Passwords

· Intranet

Telephones   CSR Initials:_________ Date:__________ Trainer Initials: _________ Date: ________
· Telephone Etiquette 
· Other offices & department telephone numbers

· Department Training

· Answering Telephones 

· Transferring calls

· How are the telephones answered at your office?      Example:_____________________

Safe Deposit Boxes     CSR Initials ________ Date:________  Trainer Initials: ____________ Date: _______              
· Access Procedures – Read Safe Deposit Entry Procedures

· Closing Procedures  (Box Attendants)
U.S. Savings Bonds     CSR Initials ________ Date:________ Trainer Initials: _________ Date: _________            
· Redeeming Savings Bonds
· Tax Reporting

ATM     CSR Initials ________ Date:__________    Trainer Initials: ____________ Date: _________       
· Online Processing – Cut-off time
· Captured Cards

· Handling of cards

· Replacement Fee  
· ATM functions  - be familiar with the functions that your local  ATM performs
· Withdrawals

· Deposits (Not all ATM’s) 
· Balance Inquiries

· Transfer Funds

· ATM Access Directories

· Out of State Access for our customers

· MoneyPass (Nation wide)

· Networks: “Plus”&  “Shazam” 

· ATM Fees

Additional Services     CSR Initials ________ Date:__________              
· Overdraft Protection

· Personal Reserve Account (PRA)

· Savings Overdraft Protection

· Stop Payments

· Deluxe Check orders –  be sure to ask, “Is everything up to date?”

· Notary Services (Who’s a notary at your office?)
· Signature Guarantee (Who can do this?)

· Wire transfers

· Address Changes

· Foreign Currency

· Collection Items, Canadian and other International Checks

· Statement Pick-up
· Bank – by - Mail 

Shadow Training with Mentor  CSR Initials ________ Date:__________ Trainer Initials: __________ Date: ______             
· Work Flow – Cut off times, etc.

· How it relates to your position

· Services Provided

· Customer Inquiries 

· Telephone Transfers

· Research Requests

· Stop Payments

· Address Changes

· Balancing Accounts

· Overdrafts

· Wires


· Verification of New Accounts

· Process Updates & Maintenance of Existing Accounts

· Statement Processing

· Mailing of Interest checks

· Processing of eBank bill pay option

· Ordering Bonds through Fed Line

· Shadow training as needed
Online Banking   CSR Initials ________ Date:__________              
· Website  
· eCorp

· eStatement

· TeleBank  
Compliance Regulation Training    CSR Initials _______ Date:________ Trainer Initials: ______ Date: ______
· Overview of compliance training with trainer – “Reg’s to Know”

· Internet based training through BVS 
Orientation (HR)
· Employee Handbook Review
· Benefits
· Payroll
· Bank History & Culture
___________________completed his/her Teller Training on__________________
Employee signature: ______________________             Comments: _____________________________________ 
Trainer signature: _________________________            ______________________________________________
Supervisor signature: _______________________           ______________________________________________
CSR TRAINING OUTLINE 

Name _______________________________   Date of Hire ________________

Supervisor __________________________

· Orientation – Bank Officer / CEO / President
· Security, Personal Transactions  - Security Officer / Compliance Officer / Trainer
· Handling cash/coin/deposits/cashiers’ checks/money orders – Teller Supervisor 
· Teller System – Core System - Trainer or Teller Supervisor
· Teller Overrides 
· Signing on procedures

· Balancing procedures

· Account types/Account Ownership - Trainer or Teller Supervisor
· Additional bank products/services  (Product Knowledge Overview) – Trainer or Teller Supervisor
· Computer Info: Programs, Passwords  - Trainer or Teller Supervisor
· Education:  Compliance, Corporate University & Seminars – Subject Matter Expert
· Orientation (HR)  

The above outline recaps the basics of CSR training.  I have completed my training and have received a copy of the detailed training outline that was used for my training.  (Outline edition date__________)

Date: _________________________

Employee signature: __________________________________

Trainer signature: ____________________________________

Supervisor signature: _________________________________

Route completed copy to: _________________________________________
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