TOP BANKING CENTER CUSTOMER ISSUES AND CURRENT “BEST” RESPONSES

	ISSUE


	‘CURRENT “BEST” RESPONSE
	ALTERNATIVE RESPONSE

	Having to show ID when they’ve had an account for years.
	“Mr. Customer, I’m sorry, but I promise, if you will show me your ID this time, I will do my very best to remember you next time.  How does that sound?”
	

	Long wait in line:
	
	

	No Customer Complaint:
	Greet then say, “I apologize for the wait today, or say thank you for waiting, or thank you for waiting; we appreciate your patience.
	

	Customer Complaint:
	“Mr. Customer, I’m sorry that you had to wait so long.  Perhaps we should have more tellers available.  I will be sure and pass your concerns on to our management team.  I can assure you that your complete satisfaction with our service is their number 1 goal.”
	

	New Tellers
	“Mr. Customer, I guess you’re right that we always do seem to have new tellers.  I can assure you though, that they have received the best raining possible and are committed to your complete satisfaction of our service.”
	

	Parking
	“It does get hectic out there sometimes.  I apologize that you have to go through that.  It’s a good thing we have bank associates park outside of the main parking area.
	

	Standard Holds
	“I understand how you feel.  Unfortunately holds are necessary to ensure that, should the check you are depositing be returned for any reason, you are not left in a situation where your checks are bouncing and your account overdrawn.”
	

	If still unhappy:
	“I’ll be happy to speak with my manager to see if we can find a way to expedite the process of this check for you.”
	

	Extended Holds
	“I understand how you feel about the extended hold.  Let me go speak with my manager to see if there is anything we can do to expedite the processing of your check.”
	

	Third-Party Checks
	“Mr. Customer, since this check is not made payable to an owner of this account, may manager must approve the transaction.  It will just take a moment.”
	

	Charge for Cashier’s Check
	“Although the type of account you have doesn’t provide for free cashier’s checks, I’ll be happy to waive the charge for you, Mr. Customer.  If this is something you expect to do from time to time, I recommend you speak with one of our personal bankers to see it makes sense to change your type of checking account to one that gives you free cashier’s checks.  If you like, you can speak to someone while I’m preparing your cashier’s check or I can have a personal banker call you at your convenience.  Which would you prefer?
	

	Charge on Checking Account
	“Perhaps it’s time to sit with one of our personal bankers to see if we have you in the right type of checking account.  I can introduce you or have a personal banker call you at your convenience.  Which would you prefer?
	

	Closing an account
	“I’m sorry to hear that.  We value every single account our customers have with us.  Is there anything we can do to convince you to keep your account open?
	

	Leaving the window for an approval
	Always explain why you are leaving the window.  Never just close and say, “I’ll be right back.”  Say, “Mr. Customer, I’ll be right back.  I just have to get this transaction approved by my supervisor since it exceeds my acceptance authority.”
	

	OTHER ISSUES WITHOUT CURRENT “BEST” RESPONSES


	
	

	$5.00 Fee


	
	

	Deposits into Trust Accounts


	
	

	“I’ve been doing this for years”


	
	

	“You did it last time for me”


	
	

	In-Store services limited and having to refer customer to banking Center.


	
	

	ATM Holds


	
	

	Checks payable to a business


	
	

	Non-customer check cashing fee


	
	

	Overdrawn account


	
	

	Asking questions about account activity
	
	


