BEST! Sales and Service Training

Unit 1 — Introduction to Retail Branch Sales and Service

Chapter 1 — Retail Branch Sales and Service
Chapter Overview

Retail Branch Sales and Service Challenges
Benefits of Retail Branch Sales and Service

The Importance of Retail Branch Sales and Service
Chapter Review

Chapter 2 — Retail Customers
Chapter Overview

Who Are Retail Customers?
Retail Customer Needs

Retail Sales Skills

Chapter Review

Chapter 3 — Retail Products
Chapter Overview

Introduction to Products and Services
Types of Account Opening

Product Resources

Consumer Checking Accounts
Business Checking Accounts
Consumer Savings and MMA Accounts
Business Savings and MMA Accounts
Consumer Loans

Credit Cards

Mortgage Loans

Other Retail Products and Services
Commercial Products

Wealth Management Products
Product Jeopardy

Chapter Review




BEST! Sales and Service Training

Unit 2 — Retail Communication SKills

Chapter 1 — Basic Communication Skills
Chapter Overview

Defining Communication

The Importance of Communication

A Model for Communication

Verbal Communication

Nonverbal Communication

Chapter Review

Chapter 2 — Phrasing

Chapter Overview

The Impact of Phrasing

What Phrasing Communicates

Converting Negative Phrasing to Positive Phrasing
Positive Phrasing Practice

Positive Phrasing Tips

Chapter Review

Chapter 3 — Listening
Chapter Overview
Listening Challenge
Filtering for Facts

The LISTEN Model
Levels of Listening
Giving Feedback
Listening Practice
Chapter Review
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Unit 3 — Serving Retail Branch Customers

Chapter 1 — Customer Service Model
Chapter Overview

The Customer Service Model
Greeting Customers

Identifying Customer Needs
Reviewing Documentation
Verifying Customer ldentification
Processing Transactions
Finalizing the Transaction
Thanking the Customer
Customer Service Practice
Chapter Review

Chapter 2 — Customer Service Challenges
Chapter Overview

Communicating Complex Information
Handling Irate Customers

Addressing Bank Mistakes

Barriers to Communication

Handling Distraught and Grieving Customers
Communicating That There Is No Answer
Responding to Ultimatums

Handling Inappropriate Customers
Escalating Branch Issues

Chapter Review
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Unit 4 —Business Development

Chapter 1 — Maximizing Market Share
Chapter Overview

The Importance of Market and Wallet Share
Focusing on the Market

Marketplace Analysis

Marketplace Segmentation

Continuous Marketplace Analysis
Marketplace Analysis Practice

Chapter Review

Chapter 2 — Maximizing Wallet Share
Chapter Overview

Increasing Wallet Share

Product Innovation

Marketing Channels

Cross-Selling

Chapter Review

Chapter 3 — Increasing Branch Business
Chapter Overview

Introduction to Business Development
Where Does Business Come From?

Business Development Model

Identifying Your Existing Network

Identifying Outreach Plan and Goals
Outreach Resources

Chapter Review

Chapter 4 — Sales Meetings and Proposals
Phone Prospects

Types of Business Development Meetings
Meeting Cues

Preparing for Meetings

Giving Presentations

Conducting Meetings

Sales Proposals

Sales Follow-Up

Chapter 5 — Managing Business Development
Managing Opportunities

Managing Leads

Opportunity Management Tools
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Unit 5 — The Sales Process

Chapter 1 — The Sales Model
Chapter Overview

The Sales Model

Identifying Targets
Understanding Needs
Building Trust Relationships
Customizing Solutions
Overcoming Objections
Asking for the Business
Closing the Sale

Chapter Review

Chapter 2 — Types of Targets and Cues
Chapter Overview

Types of Targets and Cues

Consumer Checking Targets
Consumer Savings and MMAs Targets
Business Checking Targets

Business Savings and MMAs Targets
Consumer Loan Targets

Mortgage Loan Targets

Debit Card Targets

Online Banking Targets

Commercial Targets

Wealth Management Targets

Making Referrals

Be the Detective Practice

Chapter Review

Chapter 3 — Identifying Targets
Chapter Overview

When Can You ldentify Targets?

The Importance of Market and Wallet Share
Referrals

Initial Target Outreach

Chapter Review
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Chapter 4 — Building Trust Relationships
Chapter Overview

Examining Relationships

Building Rapport

The Importance of Trust

Levels of Trust

The Trust Equation

Creating Trust

Chapter Review

Chapter 5 — Understanding Needs
Chapter Overview

Introduction to Probing

Types of Questions

The Funnel Technique

Establishing Expertise

Chapter Review

Chapter 6 — Customizing Solutions
Chapter Overview

Organizing Information

Presenting Solutions

Making the Value Proposition

Consumer Checking Value Propositions
Consumer Savings and MMAs Value Propositions
Business Checking Value Propositions

Business Savings and MMAs Value Propositions
Consumer Loan Value Propositions

Other Product and Services Value Propositions
Building Value Propositions Practice

Chapter Review

Chapter 7 — Overcoming Objections
Chapter Overview

Resolving Objections

Types of Objections

Consumer Checking Objections
Consumer Savings and MMAs Objections
Business Checking Objections

Business Savings and MMAs Objections
Consumer Loan Objections

Other Product and Services Value Objections
Overcoming Objections Practice

Chapter Review
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Chapter 8 — Closing the Sale
Chapter Overview

Conditional Approvals

The Sales Equation

Asking for the Business
Influencing Techniques

Closing the Sale Practice
Chapter Review

Chapter 9 — Following Up

Chapter Overview

The Importance of Customer Touch Points
Channels for Follow-Up

The Follow-Up Process

Chapter Review
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