
Focus On Service and Revenue Will Follow 
 

By Barbara Sanfilippo, CSP, CPAE 
RROMANO & SSANFILIPPO LLC 

1 877-I SUCCEED 

 
Why All The Fuss About Service And Relationships?  
 
• Poor customer or member  _______ rates negatively impact revenue. 
 
 
• Service impacts   and needs to be balanced with sales. 
 
 
• It is much easier and more profitable to build relationship with our  
 ______________ satisfied customers than to chase new customers. 

 
 

“Sales is when we make a promise. 
Service is when we deliver on the promise.” 

 
 
Is Your Service Vision Dead or Alive? 
 
• Deliver a strong and passionate rallying cry for service. 
 
 
• Create a “Service Council” and Service Improvement Teams™ (SITs™) to get staff 
 buy-in and participation. 
 
 
 
1. Create Internal and External Service Standards to Ensure Consistency and 
 Operational Excellence 
  
 

rr Definition of a standard:  Clearly defined expectation of how a  
 service or procedure will be delivered or completed.  
 
 
r Develop External Service Standards 

 
Step 1. Conduct a customer or member survey or focus group based on three 
 questions: 

 
• What is important to you? 
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        Low  High 
“How important is it to you that…” 1 2 3 4 5 6 7 8 9 10 
 

 
• “How are we doing in this area?”  

 
     
        “My level of satisfaction   Low  High 
         with XYZ Bank is…”  1 2 3 4 5 6 7 8 9 10 
 
 

• “Who is your preferred financial institution?”  
 
 

Step 2.  Departments use the results of the survey to draft external standards. 
 
 
 Step 3.  Service Improvement Team™ insure standards are: 
 M   
  
 O    
  
 V   
  
r Develop Internal Service Standards 
 
 Step 1. Service providers clarify the needs and expectations of  
  service receivers leading to improved “internal service”. 
 
 
 Step 2. Create a forum or interview process for service providers and  
  receivers to discuss expectations. 
 
 
 Step 3.  Departments draft internal service standards. 
 
 
 Step 4.  Service Improvement Team™ ensures standards meet the criteria. 
 
 
r Other ideas to improve service consistency 
 

• Use service alert forms to identify service “breakdowns” and eliminate 
 reoccurring problems to improve “quality” and operational excellence.  

 
 

Sample Service Standards 
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Branch 
 
h All drop box transactions that are in by 4:00 p.m. will be handled the 

same day.  Anything received after 4:00 p.m. will be handled before 
10:00 the next morning. 

 
h When customers are referred to another employee, they are to be 

personally escorted, not pointed. 

 

 

Customer Service 
 

h Customer requests for new product information will be mailed within 24 
hours.   

 
h Vendor service calls will be placed immediately upon notification of 

problem.   

 

 

Trust 
 

h Fed line transactions will be completed and delivered to Customer 
Service by 10:00 a.m.   

 
h Statements will be mailed by the fifth business day after the end of the 

month.   
 

 

Loans 
 

h All approved loans will be funded within 24 hours of receipt of all 
accurately completed loan documents.   

 
h Any loans declined are to be discussed with the manager on the same 

day. 
 
h Loan agreements and consumer credit disclosure statements will be 

error free and always sent to the correct branch. 
 

 

Accounting 
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h All payrolls will be error free 100% of the time.  
 
h Month end closing procedures and all financial reports will be error free 

and distributed by the end of the fifth working day of each month.   
 

 

Human Resources 
 

h HR will distribute new benefit information to employees within 24 hours 
of receipt and provide an explanation when needed.   

 
h All employee problems will be resolved immediately if possible.  If 

additional research is needed, it will be handled and the employee 
notified within one business day. 

 
 
2. Train and Coach for Service Performance 
 

r Offer formal customer or member service training in key interpersonal skills, 
 problem solving, handling complaints, etc. 

 
 

r Make “service delivery” an agenda item at every sales meeting.   
 Create an interactive discussion, game or role-play exercise to  
 focus attention on a specific standard or service breakdown. 

 
 

r Coach service by using an observation form.  
 
 
r Send staff on “field trips” to visit excellent retailers and competitors  
 to stimulate ideas and compare experiences. 
 
 
r Host a customer or member panel and invite customers to speak at your sales 
 meeting or all staff recognition event. 

 
 
3. Measure Service and Share Results With Staff 
 

rr Develop service measurement tools for each profit center and use results  
 to create your CSI or MSI.  (Random transaction sampling, mystery  
 shopping, closed account surveys, loan survey, etc.).  NOTE:  Don’t forget  
 to ask your business customers to rate their account officer. 
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r Consider quarterly customer or member feedback weeks. 
 
 
r Get staff involved by conducting exit interviews with customers or  
 members on a rotating basis. 

 
 
r Have all employees rate the existing service received by internal support 
 departments three times a year with an Interdepartmental Service Inquiry™ 
 (IDSI™.) 
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4. 

Dear Customer:  
 

At ___________________ (name of organization), our goal is to provide you with service of the 
highest quality every time you have contact with one of our Associates.  To help us measure how 
well we’re meeting this goal, we ask that you take just a few moments to complete the following 
brief questionnaire.  Your name will be entered in our quarterly drawing for Your name will be entered in our quarterly drawing for 
__________________.__________________.  
 

Please base your answers on your most recent visit.your most recent visit.  
 

When completed, please fold and return at your earliest convenience.  Postage has been paid. 
 

Thank you for your assistance. 

Thinking about your most recent visit to the Lending Department: 
  
1.1.          What time of day did you visit?What time of day did you visit?         q 8:30 am to 11 am      q 11 am to 1 pm        q After 1 pm 
  
2.2. How long did you wait before being served by an Associate?How long did you wait before being served by an Associate?  
 
        q No wait at all                              q Less than 1 minute                       q 1 to 2 minutes 
          q 2 to 5 minutes                           q 5 to 10 minutes                             q More than 10 minutes 
  
3.3. Again, thinking about this specific visit, please checkAgain, thinking about this specific visit, please check  if our Associate did the following: if our Associate did the following:  
 
        Acknowledged you within 30 seconds?                         q Yes      q No     q Not sure/Don’t know 
 

        Stood up and shook your hand (if appropriate)?         q Yes      q No     q Not sure/Don’t know 
 

        Used your name?                                                                 q Yes      q No     q Not sure/Don’t know 
 

        Used terms you could understand?                                 q Yes      q No     q Not sure/Don’t know 
 

        Recommended an additional product or                         q Yes      q No     q Not sure/Don’t know 
        service that would be useful to you?          
 

        Asked for your business?                                                    q Yes      q No     q Not sure/Don’t know 
 

        Thanked you?                                                                        q Yes      q No     q Not sure/Don’t know 
  
4.4. On a scale of 1 to 10, whOn a scale of 1 to 10, where 10 is Extremely Satisfied and 1 is Extremely Dissatisfied, please ere 10 is Extremely Satisfied and 1 is Extremely Dissatisfied, please 

rate your overall satisfaction with this particular visit rate your overall satisfaction with this particular visit to the Lending Department.to the Lending Department.   
 
        Extremely        10         9           8           7           6           5           4           3           2           1          Extremely 
        Satisfied            q  q  q  q  q   q   q  q  q  q Dissatisfied 
  
5.5. Please use thPlease use the space below for any other comments about your experience.  We welcome e space below for any other comments about your experience.  We welcome 

any favorable remarks as well about the Associate who woany favorable remarks as well about the Associate who wo rked with you.rked with you.  
 
         _______________________________________________________________________________  
 
           _________________________________________________________________________________________________  
 
           _________________________________________________________________________________________________  
 
           _________________________________________________________________________________________________  
 
         _______________________________________________________________________________  
 

Thank you for your comments. 

LENDING 
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4. Set Service Goals and Hold People Accountable for Goal Attainment 
 

r Set individual and team goals for service performance 
 
 

 a.  Random transaction sampling or exit interviews 
 
 � 20 –25 points is Excellent 

 
 

 b.  Mystery shopping 
 
 � 4.5 – 5.0 points is Excellent 

 
 

 c.  Product Knowledge scores 
 
 � 90% and higher is Excellent 

 
 

 d.  Internal Service  
 
 � 25 points and higher is Excellent 
 
 
 e.  Processing and response time 
 
 � 48 hours or less is Excellent 
 

 
 
 

r Include objective service goals/criteria in all performance evaluations starting 
 with senior management and assign a weighting 
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PERFORMANCE STANDARDS AND REVIEW FORM 
Name Department Date of Hire Current Rating Period 

Title/Grade 
Banking Center Manager 

Salary Range Date/AMT/Type/Last Inc. Present Salary 
Received Date 

 
INSTRUCTIONS:  The Supervisor identifies key job areas and corresponding performance standards which are 
statements of what is expected during the rating period.  At the end of the rating period, the performance is 
reviewed with the employee and a full explanation of the rating is recorded in the results section. 
 
 
JOB AREA Business Development  33%  

 
RESULTS 

 
Performance is Satisfactory When: 
 
1. A total of 66 Business Development calls are completed  
 per Banking Center for the annual review period. 
  13.0 - 96 or more 
  10.4 - 84 to 95 
    7.8 - 66 to 83 
    5.2 - 36 to 65 
    0    - 35 or less 
 NOTE:  Minimum of 48 calls annually should be made by the  
    Manager. 
 

 
 
 
 
 
 
 
 
 
 
 
    Score 

 
JOB AREA 

 
RESULTS 
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Performance is Satisfactory When: 
 
2. Acquire a YTD Total of no less than 25 new services 
 per Banking Center through Business Development calls. 
 
  5 - 46 or more 
  4 - 36 to 45 
  3 - 25 to 35 
  2 - 15 to 24 
  0 - 14 or less 
 
 
 

 
 
 
 
 
 
 
 
 
 
 
 

     SCORE

JOB AREA Business Development    
RESULTS 

 
Performance is Satisfactory When: 
 
3. The Average score for Banking Centers mystery shops should 
 be no less than 75% when averaging the five major factors. 
  
 Over 90% - 5 
 85.01 to 90% - 4 
 75.01 to 85% - 3 
 60.01 to 75% - 2 
 50.01 to 60% - 1 
 50% and under - 0 
 

 
 
 
 
 
 
 
 
 
 
 
         Score 

 
JOB AREA 

 
RESULTS 
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Performance is Satisfactory When: 
 
4. The Banking Center's total combined new money deposits  should 

increase 10% over the previous year actual figure.   
 This information should be obtained from the Comparative 

Financial  Report. 
 5 - 25% or more 
 4 - 15% to 24% 
 3 - 10% to 24% 
 2 -   5% to   9% 
 0 -   1% to   4% 
 

 
 
 
 
 
 
 
 
 
 
 
 
         Score 
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5. Develop a Service Recognition Program to Acknowledge Service Performance 
 

r The Case for Recognition versus Cash Incentives 
 

• Employee climate surveys show people want to be appreciated first.  
 
 

r Phase I - Develop Informal Recognition 
 

• Informal recognition provides    positive feedback.  
 
• Survey employees.  
 
• Develop a “Tool Kit” for managers to use to remind them to look for 
 recognition opportunities. 

 
 
 

r Phase II - Develop Formal Recognition 
 

• Formal recognition provides    , positive feedback based on 
   criteria.  

 
• Give formal recognition quarterly.  

 
• Create an Achievement Club or add measurable service criteria to existing 
 sales Achievement Club (annual). 

 
• Create a Service Club for support departments.  
 

 
r Phase III - Develop Program for Customers and Members to Recognize   
 Employees  
 

• Give your customers or members coupons to recognize your service 
 superstars. 

 
 

r Other Ideas to Recognize Good Service Behavior  
 
 

• Create a “team” service award such as the “Five Star Service”  
  award and include support departments. 
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• Build service recognition into every sales meeting,  newsletter and internal 
 email.  

 
 
 

r Where do we begin? 
 

1. 
 
 
2. 
 
 
3. 

 
 
 
 
 
 

Announcing Service and Client Relationship Management Tools and 
Training For Your Service Teams! 

  
A one-day class to help your relationship managers and 

personal bankers manage their “book of Business”. Audio sales CDs with 
handout to guide your client relationship team or a self-directed 

GuideBooklet™ on Service Measurement, Service Goals and Service 
Recognition with exhibits and samples 

Call 1-877- I Succeed or email Barb@RomanoSanfilippo.com 
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FAX BACK 
Rapid Response Form 

Focus on Service and Revenue Will Follow 
Date:      

 
To: Barbara Sanfilippo  Email:  Barb@RomanoSanfilippo.com 
Fax: (760) 738-8900    Phone:      (760) 738-9100 

 

q I would like information on Barbara’s coaching services by telephone to improve sales and service management 
 skills. 
 

q I would like information on having Barbara conduct a private teleseminar for my company. 
 

SALES, SERVICE AND MOTIVATIONAL RESOURCES 
 

Audios/CDs – One hour programs with handout.  Recorded from Barbara’s teleseminars on the following topics:  
  

1. Pre-call Planning – Winning Sales Strategies of Top Performers 
 #____ CDs/$18         $  
 
2. How to Build A Winning Sales Team – Sales Management Best Practices 
   #____ CDs/$18    $  
 
3. Master the Sales Call Process – A Self Evaluation 
   #____ CDs/$18    $  
 
4. Kick Your Sales Calling Team Into High Gear!  Best Practices, Tools, and Structure To Make it Happen 
   #____ CDs/$18    $  
 
5. Recognition and Reward Programs: The Agony and the Ecstasy!* 
   #____ CDs/$18    $  
  
6. Develop A Customer Relationship and Retention Program* 
   #____ CDs/$18    $  
 
7. How To Manage Your Book of Business  
   #____ CDs/$18    $  
 
8. Focus On Service And Revenue Will Follow  
   #____ CDs/$18    $  
 
9. Winning Sales & Service Strategies of Top Performers – The Critical Edge!  
   #____ CDs/$18         $  
 
10. Dream Big!  What’s The Best That Can Happen?  
   #____ Book/$13    $  
 
*We also have self-instructional “GuideBooklets” with exhibits, and sample forms to assist your recognition 
 or customer relationship teams as well as a one-day training class, call or email for additional information. 
 
       Shipping and handling: $ 2.25 first item/$.50 for each additional item $  
  

       California residents add 7.75% sales tax per item   $  
 
  TOTAL CHARGES: $  
 

Visa/MC Card # & Expiration:    Check     

Name  Title    

Company   Assets (If Apply)    

Address    

City / State / Zip    

Phone  Ext.  Fax    

E Mail     Web        


