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Meeting Members’ Needs

A Course in Cross Selling

For Justice FCU Employees

A definition of cross sell
Cross sell is a term for the practice of suggesting related products or services to a member who is considering buying something. If you're buying a book on Amazon.com, for example, you may be shown a list of books similar to the one you've chosen or books purchased by other customers that bought the same book you did.  A search on a company's Web site for bed linens might also bring up listings of matching draperies.  The most ubiquitous example of cross-sell is likely the oft-spoken fast food phrase: "Would you like fries with that?"
Cross selling is important
Think about this:  it costs four times as much money to get a new member as it does to keep an existing member.  So it makes perfect sense to obtain additional business from existing members.  It also makes sense to bind a new member closely to Justice FCU the first time he or she stops by.  The more products and services a member uses, the more difficult it will be to change financial institutions.  Therefore, a member who utilizes more of our services will be less likely to leave and more likely to bring continued business and deposits to our branches.
Cross selling is essential to the success of Justice FCU

We earn a great deal of income by lending money to members through car loans, mortgage loans, home equity loans, and credit cards at great rates that benefit the member.  But where do we get the money to make these loans?  It comes directly from our deposits.  In order to remain able to lend funds at great rates, we need deposits to lend.

Cross selling is pushy

Nothing is further from the truth.  Your efforts to cross sell products and services to our members show your concern for their financial well-being.  You are demonstrating that you are interested in their needs and aware of the products that will benefit them the most.

You must understand our products and services

You will need to understand the benefits of our products and services fully in order to cross sell them to our members.  The best way to do this is to USE THEM.  
Do you use MemberLink or eStatements?  Is your checking and savings at Justice FCU?  Do you read News Brief and News Brief Extra when they are published?  Do you have a credit card or a loan at Justice FCU?  Have you ever downloaded a check from MemberLink?  If you can answer “yes” to these questions, you will understand the benefits of our products and services.  If you answer “no”, you may have difficulties explaining to a member WHY a product or service would be beneficial.  So, to successful cross sell our products, it is important to USE them.
Product knowledge is the foundation—the bedrock—of sales ability.  You need in-depth understanding of the features and benefits of the products and services you will be selling to our members.  Anything less steals your credibility with the member.  You cannot sell a service if you do not understand how it works.  The member will not buy a service if he or she does not understand why it is beneficial to personal needs.  We are cheating the member if we don’t know what we are talking about.  We will miss opportunities to assist, educate, and identify products and services that will fit the member and are right for the member.

In this course, we will concentrate on cross selling deposit services to our new and existing members.  This includes:

· Checking accounts—our most income producing account, as well as a continual source of deposits.

· Savings accounts—from IMMAs to share savings, these are great places to save money future expenses.

· Certificates of Deposit—this is rock solid money that will remain on deposit for the term of the CD.  It’s a deposit we can count on for reserve requirements and loan proceeds.

This course is in a workbook format.  We will work through this book during today’s training and will complete the exercises in the book as we come to them.  Then we will discuss them and share our ideas.

Course objectives

Your goal today is:

· To understand why cross selling is important to the member and to Justice FCU.

· To analyze the relationship between quality member service and selling appropriate products to new and existing members.

· To effectively demonstrate in a controlled environment your ability to assess member needs and match the Justice FCU product to that need.
· To demonstrate your commitment, for the good of Justice FCU, to cross selling to members.

Exercise #1
Products Listing

Instructions:  in the space below, write down as many products and services offered by Justice FCU that you can think of in the time allowed.

_______________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________

Now, count the number of products and services on your list and enter that number here:

                                       _________________
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What is good member service?
Recently, Justice FCU adopted Member Service Standards.  As you review these standards, please note the references to sales:

Just 1 Member Service Standards

Empowering employees to build and maintain strong member relationships Just 1 experience at a time by providing personalized and superior service.

· I will be a trusted advisor to each member and employee, creating loyalty and matching needs to appropriate products.
· I will ensure that each member receives consistent follow-up and that all issues are resolved to the satisfaction of the member and the needs of Justice FCU.

· I will act enthusiastically and honestly in all business practices, keeping in mind that what is best for the member is best for Justice Federal Credit union.

· I will meet and greet the member in-person and on the phone, introduce myself, ask for the member’s name and use it in conversation.

· I will provide reliable support and assistance to coworkers while working toward a common goal.  Assisting coworkers helps them provide superior member service.

· I will demonstrate professionalism through my appearance, my conversations, and interactions with members and coworkers.

· I will communicate effectively and professionally at all times, returning voicemail calls and emails in a timely manner.
As you know, these standards are based on the Hallmarks of a Great Justice FCU Employee.  Every employee is expected to live up to these Hallmarks and Member Service Standards as members and coworkers are served.
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How do I cross sell?
There are some skills you will need to have to effectively cross sell to new and existing members:

· Product knowledge

· Good communication and listening skills

· The ability to empathize with a member

· The ability to match a product with the need

· The ability to manage relationships

Researchers have looked at how people make decisions to buy, and what influenced those decisions.  Here is the pattern most often seen:
· The customer judges the business based on past experience, the way it looks and the way he is treated in person or on the phone.
· The customer knows what he wants to buy, based on the needs that brought him to the business.  If you go to Best Buy to purchase a new stove, you look at new stoves.  If you come to Justice FCU to get a car loan, that is your focus.

· The solution a member seeks is based on his need.  He may be convinced by a good salesperson to focus on other needs as he buys, if the needs really exist.
· The objections will be price based or convenience based.

· If the perception of the business is good, the customer finds what he wants, and the price is correct, he will usually buy what he sought when he came into the business.
First Impressions
The first impression is critical to success.  Members walk into a branch or call and immediately make a judgment about the competency of the business.  Here are some things to consider:
· Is the branch clean?
· Was the phone greeting he received genuine and caring?
· Does someone make eye contact with the member and greet him or her?
· Was the phone answered promptly?
· Is the staff professionally dressed?  Do they sound professional?
· Is the wait, if any, tolerable?
Name some other considerations:

· _________________________________________

· _________________________________________

· _________________________________________

· _________________________________________

Notice that how the member is greeted, on the phone and in-person, is an essential piece of this first impression.  In-person, you can use the GUSTO steps to ensure that a good impression is made every time.  On the phone, the steps are also important, but it is hard to shake hands.
Remember the five easy GUSTO steps:
Greet the member.

Use the member’s name.

Smile. (even on the phone!)
Thank the member.

Offer a handshake.

By greeting the member appropriately, you make a good impression.  This step is often overlooked.  If a member calls or walks into a branch and says, “I want to open a checking account,” the usual response is an explanation of the accounts we offer.  Avoid making this mistake.  Take a few seconds to greet the member, ask them to have a seat, make them comfortable before you begin the account opening process.  Remember:  it only takes a second, but the rewards are immeasurable.
Exercise #2

What could I say?

Marty Member has come into the branch or called the call center and explained that he wants to open a certificate of deposit.  Write down a few sentences you could use to greet Marty Member.

_______________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________

As part of greeting the member, take the additional step of making some small talk with the member.  Even on the phone, small talk is easy and quick:  Is it nice outside today?  Where are you calling from?  How has your day been?  Are you new to this building?  You can learn a lot about the member through small talk

Exercise #3

Small Talk
When members respond to small talk, there are often many things you can learn about their financial needs.  Read the following small talk between Marty Member and Millie Manager.  Then write down some information you learned from this discussion about products and services that might be beneficial to Marty.
Millie:  Good morning.  My name is Millie Manager.  Could I ask your name? (She offers a handshake.)

Marty:  (Marty shakes her hand.) I am Marty Member.

Millie:  It is a pleasure to meet you Mr. Member.  Would you like to follow me to my office?  (Marty follows Millie.)  Do you work in this building, Mr. Member?
Marty:  Yes, I work in the office upstairs.  I was just transferred here from another town.

Millie:  What town did you come from?

Marty:  Cedar Rapids, Iowa.  I was a special prosecutor there for the county, until I was asked to join the Justice Department.  It sure is different here in D.C.

Millie:  How is it different?

Marty:  Traffic for one.  It is busier and more rush-rush around this area.  And the cost of housing is astronomical.  We have looking to buy a home, but I can’t see how, with prices as they are.  My wife and children do not like living in an apartment.

Millie:  Well, have a seat, Mr. Member.  What can I do for you today?

Write down what needs you identified from this conversation and the products or services that would meet those needs:
________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________

Identifying Needs
As we saw from the above exercise, some simple questions can reveal a lot of information about what Justice FCU products would help the member and meet his or her real needs.  It is you responsibility to find out.
Exercise #4

Ways members show needs

Write down some ways members show you their financial needs, in person and on the phone.
________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
Asking questions and LISTENING to the answers is a key skill in cross selling.  You have to be able to ask the correct questions that will lead the member toward self-discovery of financial needs AND you need to be skilled at hearing the answers.
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This statement will provide you with a great deal of information about the member’s current financial solutions and allow you to match the account structure at another financial institution with our products and services.  Even as an existing member, this is a terrific question to ask if Justice FCU is not the primary financial institution.
By the way, this is an ongoing problem for all credit unions.  Many members see credit unions as lending organizations.  They can obtain a loan from us at great rates.  But they do not understand that we can provide many financial products and services to meet their individual needs.

Types of questions
There are two types of questions:  open-ended and close-ended.  Let’s define these terms.

A close-ended question can be answered with a very short answer, usually a yes or no.  These questions are almost like an interrogation process:
· Who is your current financial provider?

· Do you have a checking account?

· Are you new to the area?

These are all close-ended questions.  They provide little information to assist you in identifying needs.


An open-ended question begins with phrases like:  “Tell me about” “What,” “What do you think about,” “How do you feel about,” or ”Why.”  They encourage the member to talk and you will obtain a lot of information by asking them, especially if you are listening carefully to the answers.

· Tell me about the accounts you currently have.

· Why do you bank with BOA?

· What do you think about risk levels in your investments.

These questions are all open-ended.  If you take the time to listen to the responses, ask additional leading open-ended questions, and understand Justice FCU products and services, the use of open-ended questions will allow you to identify the right product and/or service to meet the members’ needs.


Exercise #5

Open Ended Questions
Read each of the following member statements.  Create an open-ended question that you could ask the member to obtain additional information to help you match the correct product to the member need.

Here’s an example:

Member Statement

I want to close my checking account.

Open ended Question
Please tell me why the Freedom Checking account is not working for you.
Member Statement
I am a new student at the FBI Academy and would like to open a checking account.  Can you help me?

Open ended Question
____________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
Member Statement
I need to withdraw money from my IRA certificate.
Open ended Question
____________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
Member Statement
Investing is so complicated.  I think I will let my daughter decide what I should do with this money.

Open ended Question
____________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
Member Statement
I would like an ATM card, not a debit card.  I like the security of a PIN.

Open ended Question
____________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
Member Statement
I need an official check made payable to Morgan Stanley for $12,000.
Open ended Question
____________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
Member Statement
I am thinking about buying a boat.  Can you tell me the interest rate on a boat loan?
Open ended Question
____________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
Look back over each question you wrote:
· Is it an open-ended question?  Can it be answered with a “yes” or “no”?

· Does the question begin with what, why, tell me about, what do you think about or how do you feel about?

· Will the question provide needed information to determine the member’s needs?

If any of your questions are not correct, rewrite them now.

Listening skills

Your ability to listen effectively is crucial to your success as a salesperson.  You must be able to hear what the member is saying, and let the member know you are listening carefully to his or her needs.  This is as important in person as it is on the phone.
Although we spend a lot of time each day listening (50% TO 75%) we are only able to listen at a 25% efficiency.  We can only speak about 125-150 words per minute, but we can listen at 450 words per minute.  As a result, we get bored and spend a lot of our listening time composing the correct response.  It is important to be aware of this fact and to use some listening skills that get you involved in what the member is saying.
You have to take the time to listen.
Ten Steps to Effective Listening
1. Be attentive, yet relaxed.  Take notes to help you remember what is said.
2. Keep an open mind.
3. Listen to the words and try to picture what the speaker is saying.
4. Don't interrupt and don't impose your "solutions."
5. Wait for the speaker to pause to ask clarifying questions.
6. Ask questions to ensure understanding of something that has been said (avoiding questions that disrupt the speaker's train of thought).
7. Try to feel what the speaker is feeling.  Project sincerity verbally and non-verbally.
8. Give the speaker regular empathetic feedback.  You can summarize, paraphrase, agree, or simply say "uh huh."  
9. Empathize with the member through careful listening.  
10. Try to understand what is not being said through the tone of voice, the word choices.  If in person, look at non-verbal clues such as body language.
Sometimes you need to think a little differently at work then you do at home.  Listening to a member can require supposition, filling in the information not providing, and “thinking outside the box.”  Let’s try two exercises that will help you do that.

Exercise #6

Listening Skills

Are you a good listener?  Do you hear and retain the important facts, or do you jump to conclusions?

Your instructor will read some questions.  Please write your answer to each question below.

1. ___________________________________________________

2. ___________________________________________________

3. ___________________________________________________

4. ___________________________________________________

5. ___________________________________________________

6. ___________________________________________________

7. ___________________________________________________

8. ___________________________________________________

9. ___________________________________________________

Exercise #7

Lateral Thinking Skills

Decide why this happens and write your response below.

A man lives on the twelfth floor of an apartment building.  Every morning he takes the elevator to the lobby and leaves the building.  In the evening, he gets in the elevator.  If someone else is in the elevator or it is raining that day, he goes directly to the twelfth floor.  Otherwise, he goes to the tenth floor and walks up two flights of stairs to his apartment.  Why?

_________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
Offering products and services

If you have listened carefully and ask the correct open-ended questions, you will have a good idea about the products and services that meet the member’s needs.  But how do you offer products to a member?

At the beginning of this class, we discussed how the member is focused on what he or she came to Justice FCU to buy.  We also discussed how the member can be encouraged to open his or her mind to products beyond the focus brought to the transaction.  
You cross sell products and services by focusing on the BENEFITS.

What is a benefit?  All products have features and each of those features provide something that has meaning for the member.  By helping the member understand these benefits, and why a feature means something to the member, you will help him see why he should buy from you.  
Benefits tell the member “What’s in it for me?”  “Why should I buy this product or service?”  “How will it meet my needs?”
Let’s look at an example:

Money Market Account
	Feature
	Benefit Statement

	Pays tiered dividends
	With its tiered rate structure, you can earn more interest with a larger balance.

	Can write a check on the account
	If you decide to put a new roof on your home, you simply write a check from this account, which is very convenient.

	Is insured by the NCUSIF to $100,000
	Because it is covered by NCUSIF, deposits up to $100,000 are insured, which provides peace of mind that your money is safe.

	Account information available on MemberLink
	You can access your account on Memberlink which provides safety and the reliability of this service.


Notice that the benefits are pretty simple, and very meaningful.  Most benefits fall into these categories:

· Safety

· Convenience

· Saves money

· Earns money

· Peace of mind
· Value

· Reliability

Exercise #8

Features and Benefits

In each grid below, write four features of the product in the left column.  Then create a benefit statement in the right column.
1.  Justice National Checking Account

	Feature
	Benefit Statement

	
	

	
	

	
	

	
	


2.  Market Index Certificate
	Feature
	Benefit Statement

	
	

	
	

	
	

	
	


3.  Debit Card
	Feature
	Benefit Statement

	
	

	
	

	
	

	
	


4.  MemberLink

	Feature
	Benefit Statement

	
	

	
	

	
	

	
	


Handling Member Objections

If you have correctly identified the financial needs of a member, and adequately convinced him or her of the benefits of a product or service, there may be no objectives.

However, you must remember that the member came to you with a particular focus.  He wants a loan.  She needs a credit card.  He heard Justice FCU has good certificate rates.  This focus may prevent him or her from understanding the benefit and may raise objections.

How do you overcome objections and make the sale?  First, you need to recognize and become able to overcome some common objections you will hear from members.  Being prepared to overcome these obstacles will help you make the sale.

These are some basic steps to overcoming member objections:

· Ask why and listen to the answer.  Use the listening skills we learned to make this meaningful for the member.

· Restate (paraphrase) the objection.

· Agree with the objection.  This may seem like an odd step, but it sets the member at ease and removes any perceived “pushiness.”

· Probe for additional information.

· Based on the information you have received, sell the benefits of the product in a way that meets the member’s needs.

· Ask for the business.

Exercise #9

Common Objections

Below, list some common objections you hear from members:
1.   I need to think about it.

2. ________________________________________________________________________________________________________________
3. ________________________________________________________________________________________________________________
4. ________________________________________________________________________________________________________________
5. ________________________________________________________________________________________________________________
6. ________________________________________________________________________________________________________________
Now, write a response to each of those objections that focuses on a product benefit.  You can choose the product to use for each response

1. I can help make switching financial institutions very easy, Mr. Member.  We can open the account today and I will provide you with a Justice FCU Switch Kit.  It will allow you to easily and safely make the switch to your credit union.  Shall I begin the account opening process?
2. ________________________________________________________________________________________________________________​​​​​​​​​​​​​​​​​​​​​​​​​​​________________________________________________________________________________________________________________
3. ________________________________________________________________________________________________________________________________________________________________________________________________________________________________
4. ________________________________________________________________________________________________________________________________________________________________________________________________________________________________
5. ________________________________________________________________________________________________________________________________________________________________________________________________________________________________
6. ________________________________________________________________________________________________________________________________________________________________________________________________________________________________
Finalize the Sale

We have arrived at the moment of truth.  You have greeted the member with GUSTO, identified the financial needs through the use of open-ended questions and good listening skills.  You have presented the products and services that meet the member’s needs.  You have overcome any objections.  Now, you must ASK FOR THE BUSINESS.
This is the most important step in cross selling products and services, and it is the one most avoided by sales people.  They feel it is “pushy.”  However, if you use a good transition statement, you can assure the member that he or she has made the correct choice.  

A transition statement must always include an offer to “sign on the dotted line.”  That is how you finalize the sales.

Here are some examples of transition statements:

· I don’t think anyone should be without a debit card.  It is so convenient with our free ATM networks that it makes the lives of my members so much easier and saves them money.  Would you like to sign up for one now?

· Based on what you have told me, this account is meets your needs of safety and money earning potential.  Shall I begin to start the paperwork?

A closing statement is used to complete the sale.  The last lines in the two transition statements above are considered closing statements.  This is where you ask for the member’s business.

A closing statement will do several things for you.  It can convince the member to proceed immediately.  You can set up a future, firmly scheduled meeting date to complete the sale and the paperwork.  Or you can refer the business to another staff member who will complete the paperwork.
A closing statement helps members make a buying decision or takes steps that lead to a buying decision.

One note on referrals:  If you refer a member from the teller line or call center to a manager, FSR, or department, take the time to walk the member to the staff member, introduce the member and FSR, and explain what product the member is buying.  This is good manners and makes the transition smooth for the member and the FSR.
Exercise #10

Closing Statements

Closing statements ask members to make a decision or commit to a specific course of action.  Read each statement below and place an “X” next to those that are actual closing statements.

	
	EMPLOYEE
	GROUP

	1.   All you have to do is sign this form and you may begin using your JNA account right away.
	_____
	_____

	2.   Would you like me to set up your debit card          today?
	_____
	_____

	3.   Would you like to think about it for a few days?
	_____
	_____

	4.   It will only take a few minutes to complete a loan application. Do you have the time?
	_____
	_____

	5.  I think that covers it all.
	_____
	_____

	6.   Would you like to talk to one of our employees about signing up?

	_____
	_____


	7.   I think everyone should have a debit card.
	_____
	_____

	8.   If you like, I’ll introduce you to Mrs. Crane who can explain all the details to you.
	_____
	_____

	9.   We can open the account when your spouse is available.  Can you and your husband come in on Friday?


	_____
	_____

	10.  Is there anything else you’d like to know?
	_____
	_____

	11.  Why don’t you stop by to see me the next time you’re in?
	_____
	_____

	12.  If you think this service is something you would like, we could set it up in just a few minutes.
	_____
	_____


Practice Makes Permanent
Let’s review the steps to effective cross selling that we have learned today.

Before you even begin these steps, you must understand the products and services offered by Justice Federal Credit Union.  You must understand how each offering works, the fees associated with the product or service.  You should use our products and services.  This will help you with the most important part of cross selling:  you must know how each product or service is BENEFICIAL to the member.
Step 1:  Greet the member with GUSTO.  This step puts the member at ease, and gives you an opportunity to engage in some “small talk” which will help provide general information about the member’s needs.

Step 2:  Identify the member’s needs.  Ask the important question:  tell me about the accounts you currently have.  Use open ended questions as much as possible to ascertain needs.  Listen carefully as you ask those questions and use the listening skills we have discussed.  
Step 3:  Offer the products and services that meet the member’s needs.  Use benefit statements to tell the member WHY and WHAT’S IN IT FOR ME?

Step 4:  Handle any objections the member may have.  Remember that if you correctly match needs to products, there will be few objections.  Meet those objections by asking more questions, and using additional benefit statements to encourage the member to buy.
Step 5:  Finalize the sale.  Use closing statements to get the member to sign on the dotted line.  Make appointments for the member to return, if he needs to check with a spouse or she needs to “think about it.”

Exercise #11

Cross Sell Scenarios

Now, lets use these steps in an exercise.  Use all five steps with each of the scenarios listed below.  Develop a greeting you would use, questions you would ask to identify needs.  Delineate how you would offer the products and services to the member.  Think about any objections that might come up and how you would respond to them.  Decide how you would finalize the sale.

During this exercise, it is permissible for you to develop answers to your questions.
Scenario #1

Mrs. Smith signs in with the receptionist.  She asks to speak with an FSR.  She tells the receptionist that she needs a large official check made payable to Morgan Stanley.  When the receptionist contacts you to assist this member, he provides the account number and the information about the requested check.  Before greeting the member, you look quickly at her account.  She has several accounts with Justice FCU that total about $75,000 in deposits.  Most of her money is in an Insured Money Market account.

Greet with GUSTO
Identify the need

Offer the product or service

Overcome objections

Finalize the sale

Scenario #2

Mr. Jones asks you for the rate on a used car loan.  He is a member and currently has a savings account with a balance of $5.00 with Justice FCU. 
He has had several loans with us over the years.  You take the application for the car loan, which receives automatic approval on TAPS. You call him to let him know his loan is approved.

Greet with GUSTO

Identify the need

Offer the product or service

Overcome objections

Finalize the sale

Scenario #3

Mr. Ramirez is a senior official in the Department of Justice, and has just stopped by the branch to discuss membership.  He tells you that he closed one of his accounts at a competing bank before he moved to Washington D.C. to take his new job.  He is concerned about convenience, even though the branch is in his building.
Greet with GUSTO

Identify the need

Offer the product or service

Overcome objections

Finalize the sale

One last word about cross selling products and services to new and existing members:











Never be an Order Taker!





Asking open- ended questions is key to identifying the needs of the member, which allows you to match the appropriate product or service to the need.





Never wait for members to ASK about a product or service.  They probably don’t know about them.





“Do everything in your power to make the people you are hoping to sell to feel appreciated and important, and they will become your customers.  Treat the people who are already your customers the same way and they will remain your customers for life.”


								


Dale Carnegie





Please tell me about the accounts you currently have.
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