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WELCOME
WELCOME TO MID AMERICAN CREDIT UNIONtc \l1 "WELCOME TO MID AMERICAN CREDIT UNION.

The purpose of today’s training is to provide you with information concerning Mid American.  This information will help to make the transition into your new position less difficult.  We will not attempt to cover all aspects of your employment with the credit union.

During the training, we will discuss the history of Mid American, as well as the development of the credit union business.  We will cover the different departments within the credit union, some basic Mid American policies and procedures, and the products we offer.  We hope you find this orientation informative and exciting.

We believe you have made a good choice in joining Mid American.  One of the goals of Mid American is to provide employees with a working environment that is stimulating, rewarding and challenging. 

DELVELOPMENT OF CREDIT UNION INDUSTRY
CREDIT UNION HISTORYtc \l2 "CREDIT UNION HISTORY
Credit unions are cooperative, not-for-profit financial institutions owned by their memberships.  They began in Germany in the late 1800's and were started by agricultural people who suffered from the lack of available lending and savings services.  

Together, these people pooled their savings and then made loans to one another, as needed, from their combined savings.  The earnings they gained from the loans allowed them to pay dividends on the savings.  Thus, for the first time, the savers saw their savings really grow, and the borrowers had access to loans at reasonable rates and terms.  These were the first credit union.

Credit unions serve groups of people who share a common bond with one another.  For example, some credit unions serve church memberships, while others serve particular employers or certain communities.  Some credit unions serve larger groups like counties or states.

Even today, Credit Unions are still not-for-profit financial institutions.  A volunteer Board of Directors elected from the membership governs them.  Unlike for-profit financial institutions, credit unions are in business to provide financial services at the most reasonable price possible, rather than maximize profit for outside stockholders.

CREDIT UNION PHILOSOPHYtc \l2 "CREDIT UNION PHILOSOPHY
Credit unions are in business to serve the financial needs of their members.  The credit union motto has remained unchanged over the years:

"Not for Profit,

  Not for Charity,

  But for Service."

HOW CREDIT UNIONS DIFFERtc \l2 "HOW CREDIT UNIONS DIFFER
Data as of 12/31/96
	ORGANIZATION
	CREDIT UNION
	BANK



	Purpose
	Provide economic benefit to Members by pooling their savings, thus providing low cost services
	Provide a return to stockholders

	Structure
	Not-for-profit cooperative

State or Federal Charter
	For-Profit Corporations

State or Federal Charter

	Ownership
	All members/users, 1 vote per member
	Stockholders, 1 vote per share of stock owned

	Directors
	Volunteers/no pay
	Salaried

	Decision Making
	Democratically controlled - one vote per member
	One vote per stock unit

	Primary Source of Income
	Member loans and investments
	Business loans, customer fees, loans and investments

	Distribution of Net Income
	Dividends to members and capital development
	Dividends to Stockholders

	Tax Treatment of Income
	Credit union income passed to members in form of dividends and members pay taxes on dividends received
	Majority of banks pay federal income tax and state privilege tax and stockholders taxed on dividends received.

	Services Offered
	Member Savings

Member Loans

including Mortgages
	Consumer Services, Commercial, Home Mortgages, Trusts, International Services

	Growth and Capital 
	Capital raised from retained earnings
	Capital raised from retained earnings and sale of stock

	Number (KS)
	151
	416

	Total Assets (KS)
	$2 billion
	$28.6 billion

	Average Size
	$13 million
	$69 million


CREDIT UNION DISTINCTIONStc \l2 "CREDIT UNION DISTINCTIONS
Voluntary membership open to anyone within their field of membership.

A financial cooperative owned by their members.

Exists solely to service members’ consumer financial needs.

Democratically controlled by their members. 

 Democracy guaranteed through

Equal voting rights - one members, one vote.

Controlled by directors elected by membership, who service voluntarily without pay.

Return operating surplus to members.

Members pool their savings to be loaned to other members.

Promote member education and consumer legislation.
CREDIT UNION COOPERATIVES DO PAY TAXES!tc \l2 "CREDIT UNION COOPERATIVES DO PAY TAXES!
Sales taxes, real estate taxes, taxes and payroll taxes to name a few.  Credit unions earn their federal income tax exemption by operating as not-for-profit financial cooperatives.  Credit unions are unique among financial institutions as the only cooperative providing financial services to consumers.  Credit unions hold true to their not-for-profit roots by providing low-cost services to many consumers who are unable to afford financial services from traditional financial institutions.  Congress acknowledges all credit unions’ commitment as the only cooperative financial institution by awarding the income tax exemption to credit unions.
KANSAS CREDIT UNION FACTStc \l2 "KANSAS CREDIT UNION FACTS
Number of Kansas Credit Unions


151

Number of Credit Union Members
584,933

Total Assets
$2 Billion

Total Loans Outstanding
$1.5 Billion

Average Size
$13 Million

WHAT IS A FINANCIAL INSTITUTION?tc \l2 "WHAT IS A FINANCIAL INSTITUTION?
COMPETITION REVIEWtc \l3 "COMPETITION REVIEW
COMMERCIAL BANKS have traditionally specialized in servicing the needs of business.  

CREDIT UNIONS serve the financial needs of people who share a common bond, such as employment at the same company. 
FINANCE COMPANIES are privately owned businesses that make loans.  Many finance companies specialize in certain type of loans.  Some limit their business to consumer lending.  
LIFE INSURANCE COMPANIES traditionally sold policies to customers that guaranteed payment of a specified sum to a designated individual if and when certain losses were incurred.  While they do not accept deposits from customer, life insurance companies do offer annuities plans that are similar to certificates.
BROKERAGE FIRMS formerly dealt mainly in securities.  Today, they have expanded their services and can offer retirement plans, certificates of deposit, mutual funds, life insurance annuities and other investment options.  They also offer financial planning assistance. 

INVESTMENT COMPANIES are privately owned businesses that pool money from investors and invest it in securities.  Consumers may choose these financial intermediaries because investment companies select investment and manage customer's funds.  This minimizes individuals risk.
INDUSTRY JARGON PHRASES
1.
The KCUA sends us our DRAFTS but ACH items are transmitted 

through EFTS.

2.
ATM and POS transactions come in a separate file, if the member uses a 

PIN and all transactions are put on FICHE.

3.
Hopefully, the HARDWARE can read the MICR line so the item

doesn’t  reject.

4.
The member is required to give us a TIN and we are required to give

them a TIS disclosure.

5.
We are required to let members with deposit accounts know their APY

and members with loans accounts know their APR.
OTHER JARGON WORDS
ACCRUED DIVIDENDS

Dividends accumulated on a deposit account that have been earned, but not yet paid to the account.
ACH CREDIT

Automated Clearing House Credit (funds deposited).  An electronic credit to a member’s account.
ACH DEBIT

Automated Clearing House Debit (funds withdrawn).  An electronic debit to a member’s account.
APY

Annual Percentage Yield - Used on deposit accounts to reflect the effect of compounding (interest paid on interest) on the original investment.  If there is no compounding, then the APY is the same as the simple interest rate.

APR

Annual Percentage Rate - Used on loan accounts to reflect the true rate the member will pay us.  This would include the interest rate of the loan and any fees that may be charged on the loan.
ATMs

Automated Teller Machines

BAIT MONEY
Money you take fishing?  Really it is marked bills kept in each teller’s drawer.  In the event of a hold-up, the teller will include this with the stolen cash.
BATCH

Mother’s Cookies?  No!  A group of deposits or checks assembled as a unit.  A batch may consist of 200 to 500 checks.

CASH ADVANCE

Cash that an individual can borrow using his credit card.  Interest on these funds is automatically charged on the next statement.

CASH ITEM

Any item immediately convertible into cash that can be sent through the Federal Reserve System for collection.  Commonly within the credit union, it is the checks and other items payable immediately.

CASH LETTER

A transmittal letter that accompanies cash items sent from one financial institution to another for payment.
CHECK SAFEKEEPING/ALSO CALLED TRUNCATION

The process by which the credit union retains a member’s paid checks and furnishes them to the member only upon request.

COLLECTION ITEM
Any item that must be sent directly to the paying bank, rather than through the Federal Reserve System, in order to receive funds.  Usually, some special condition must be met before payment is made.
COMPOUNDING

When dividends are calculated on the deposit account.  The frequency of the credit of dividends to the account determines the frequency of compounding on the account.

CREDIT LIFE

A form of insurance that insures payment of the unpaid balance of an existing loan upon the death of the borrower.

CUNA
Credit Union National Association - The national credit union trade association that assists credit unions with services and lobby efforts at the national level.

DRAFTS
Cold air?  Really, a signed, written order addressed by one person (the drawer) to another person (the drawee) directing the latter to pay a specified sum of money to the order of a third person (the payee).  Commonly called a check.

EFTS

Electronic Funds Transfer System - The transfer of funds electronically.  No paper items (i.e. checks, drafts) are involved and the transfer may be originated by plastic cards, computer tape, electronic terminal, etc.

FICHE

Snobbish spelling for fish!  No, really it’s short for microfiche.  A 4" x 6" piece of film that contains reduced page images.  The film must be placed in a viewer that magnifies it approximately 48 times, so information can be read from it.

FLOAT

That thing in the toilet tank that helps the toilet flush!  Seriously, a term used to describe the amount of funds in the process of collection.  The money “between banks”.  Also, commonly used to express the amount of time it takes Mid American to collect an item.

GENERAL LEDGER

The bookkeeping record that reflects every transaction made to the credit union each day.  Some entries are posted directly to the General Ledger, while others are totaled and sent as a single posting figure.
HARDWARE

The generic term applied to data processing equipment.

HOLD

A restriction that freezes the entire balance, or a specific part of an account, or in some other manner restricts payments from the account.

IRA
My great uncle.  But in this case, Individual Retirement Account.  Wage earners contribute to their own retirement account that they establish.  Dividends on IRAs are tax deferred and contribution may be deductible.
JTWROS

More letters of the alphabet that mean Joint Tenants with Right of Survivorship.  A term indicating that two or more persons can deposit in a jointly owned account and the signature of any one of the owners may be honored for withdrawal and check endorsements.

KCUA
Kansas Credit Union Association - A trade association for Kansas credit unions that assists in services and lobby efforts on the state level.
MATURITY

The date stated on a certificate account denoting the end of the term.

MICR

Magnetic Ink Character Recognition - The standard type style developed by the American Banking Association (ABA) which allows electronic reading of pre-coded numbers printed on documents (usually checks) in a special magnetic ink.

MUTILATED MONEY
What your spouse does with your paycheck!  Actually, bills that are very worn and screened out by the tellers to be returned to the FED.

NCUA
National Credit Union Association - The governing federal agency for credit unions.

ON-LINE

Walking a tightrope?  No, it is processing data directly to the computer without utilizing paper transactions.
PIN

A kind of worm?  Really, it’s an abbreviation for Personal Identification Number, the secret number issued to a member for use with their debit and credit cards and MATT transactions when making transactions in electronic fund transfer devices, i.e., ATMs or Auto Response Units.
POS

Point of Sale Terminal  - A terminal that serves as a cash register but is also capable of relaying data to a central computer.
REPO

Jargon for repossessed item, most commonly cars.

RETURN ITEMS

Clothes someone bought for you.  Really, an item returned unpaid by a drawee or payor bank.

SIG CARD
Signature Card - A card signed by each depositor and member of the credit union which signifies who can transact business on the account.

SOFTWARE

Like corning ware, only flexible.  No, it is the collection of programmed instructions for a computer.
SS# or SSN

An individual’s social security number.

TIN

The metal from which cans are made, of course!  Actually, Tax Identification Number which can either be a business' identification number or an individual’s social security number.
TIS

Truth In Savings - A set of regulations governing the disclosure to members of their depository accounts.

WIRE TRANSFER

That’s when you hand someone else a paper clip!  Really, a transaction activated by telephone, telegraphed or faxed instructions between banks to pay or credit a sum of money to a designated payee.

MID AMERICAN CREDIT UNIONtc \l1 "MID AMERICAN CREDIT UNION
MID AMERICAN HISTORYtc \l2 "MID AMERICAN HISTORY
Mid American Credit Union (MACU) was founded in 1936 as the credit union for credit union employees (at that time credit union employees could not join the credit union for which they worked).  Our name in the beginning was Kansas Federal Credit Union.
FIELD OF MEMBERSHIPtc \l2 "FIELD OF MEMBERSHIP
Our field of membership, as well as our name, has changed over the years.  Today, Mid American serves residents of the state of Kansas and employees of Affiliated Employee Groups.  
Mid American's Affiliated Employee Groups number approximately 220 and range from the very large (The Coleman Company, Learjet) to the very small (Fair Shoe Stores).  
MEMBERSHIP REQUIREMENTtc \l2 "MEMBERSHIP REQUIREMENT
To join Mid American, a deposit of at least $5.00 must be made to any deposit account.  Members joining by signing up for payroll deduction may count their first payroll deduction deposit as their initial deposit.
MISSION STATEMENTtc \l2 "MISSION STATEMENT
Our mission is, “TO BE THE BEST CHOICE FOR QUALITY FINANCIAL SERVICE”.
FEDERAL INSURANCEtc \l2 "FEDERAL INSURANCE
Mid American's deposit the National Credit Union Administration (NCUA), an agency of the United States government, federally insures accounts up to $100,000.  NCUA is to credit unions what FDIC is to banks and savings and loans.

The actual monetary fund that insures credit union deposits is the National Credit Union Share Insurance Fund (NCUSIF).  NCUA oversees this fund and serves as the federal regulatory agency of federally insured credit unions.  NCUA conducts an insurance review of Mid American at least annually.  The Kansas State Department of Credit Union also examines Mid American at least annually.

MID AMERICAN CREDIT UNION OFFICE
ADDRESSEStc \l2 "ADDRESSES:

Street:

8404 W. Kellogg Dr.

Wichita, KS  67209-1897

Box:

Mid American Credit Union

PO Box 7708

Wichita, KS  67277-7708
PHONE NUMBERStc \l2 "PHONE NUMBERS:
Main:

(316) 722-3921
Toll Free:
(800) 366-6228 or (800) FON-MACU

 (Available in Kansas)

FAX NUMBERtc \l2 "FAX NUMBER:

Fax:

(316) 722-0920

E-MAIL ADDRESS:


macu@midamerican.org

HOME PAGE ADDRESS:

www.midamerican.org
ABA/ROUTING NUMBER:

301180124

BUSINESS HOURStc \l2 "BUSINESS HOURS:



Lobby 

Monday
9:00 a.m. - 5:00 p.m.

Tuesday
9:00 a.m. - 5:00 p.m.

Wednesday
9:00 a.m. - 5:00 p.m.

Thursday
9:00 a.m. - 5:00 p.m.

Friday

9:00 a.m. - 6:00 p.m.

Saturday
9:00 a.m. - noon
Drive Through
M - F

7:00 a.m. - 7:00 p.m.

Saturday
8:00 a.m. - 2:00 p.m.

CREDIT UNION REPRESENTATIVEtc \l2 "CREDIT UNION REPRESENTATIVE
GREENSBURG:

Ms. Cristee Coats

Associated Financial Specialists, Inc.

206 Main

Greensburg, KS 67054

(316) 723-2161 FAX (316) 723-3476

LARNED:


Ms. Deborah Lewis

Growth Opportunites

P. O. Box 305

Larned, KS 67550

(316) 285-2026 FAX (316) 285-2753
BRANCH LOCATIONStc \l2 "BRANCH LOCATIONS
Mid American offers on-site service to two payroll groups, The Coleman Company, and Sedgwick County.  Hours and services are as follows:

COLEMAN

This office is located at 3600 N. Hydraulic.  It is a full service office, and open daily 11:00 a.m. - 4:00 p.m. (closed 12:45 - 1:15 p.m. for lunch).   
SEDGWICK COUNTY

This office is located in the courthouse at 525 N. Main, Suite 103, and is beside the Jury Room.  It is open Monday thru Friday 9:30a.m. to 5:30 p.m..  Full services are available at this office.  
Services offered by both offices include cash transactions, new accounts, payroll deduction changes, loan/VISA applications, loan disbursements, etc.  
DIRECTORS AND COMMITTEEStc \l2 "DIRECTORS AND COMMITTEES
Board of Directors:






Mid American's Board of Directors consists of five elected, volunteer positions.  The Board is responsible for hiring the Credit Union president and determining Credit Union policy.  Directors meet with Mid American's management team once each month.  

Sue Shelby - Chairman

Kevin Polian -Vice Chair/Treasurer

Kathy Smith - Secretary

Becky Allen-Bouska - Director

John Sherwood - Director
Credit Committee:



The Credit Committee consists of three elected, volunteer positions that oversee the credit union  lending policy. The Credit Committee meets once each month.
Richard Dixon - Chair

Kevin Polian
Ron Estes

Supervisory Committee:


The Supervisory Committee consists of three volunteer positions appointed by the Board of Directors. The committee oversees the annual Credit Union audit and member account verification.  The Supervisory Committee meets as needed.

Lonnie Piper - Chair

Sue Shelby
Trey Cusick



DISASTER INFORMATION
tc \l2 "DISASTER INFORMATION
FIRE EXTINGUISHERStc \l3 "FIRE EXTINGUISHERS:



Near the Women's restroom (upstairs)

Near the Men's restroom (upstairs)

Near the rear entryway (west side)

In the downstairs hall (east end)

In the computer room (downstairs)

DISASTER PHONE LOCATIONStc \l3 "DISASTER PHONE LOCATIONS:



Receptionist area 

Member Service Desk 4

Member Service Office 5

Indirect Lending Officer

Lending Office 3

These phones need to be connected before use.

EMERGENCY/EVACUATION PROCEDUREStc \l3 "EMERGENCY/EVACUATION PROCEDURES   
Emergency and evacuation procedures are those that must be executed automatically upon notification of an impending disaster.  The purpose of an emergency evacuation plan is to prevent loss of life and minimize injury and property damage.  It is essential that these plans be well known by all personnel.  Testing and rehearsal must be performed periodically to ensure familiarity.

Telephone numbers of emergency service organizations are included on the Critical Telephone Numbers.  These organizations include hospitals, police and fire protection, utility companies, personnel agencies, indirect dealer list, affiliate groups, various associations and vendors, etc.

1.
The Management Team will be the first to arrive and take command of the situation.

2.
Life safety is the most important consideration.

3.
Attempt to secure the premises.

4.
Do not enter any building until the building is declared safe by a qualified safety official (fire inspector, police, structural engineer, etc.)

POWER OUTAGE PROCEDURES
tc \l3 "POWER OUTAGE  PROCEDURES
All supervisors report to the lobby.   After supervisors have gathered, make assignments.
FIRE EVACUATION PROCEDURE

tc \l3 "FIRE EVACUATION PROCEDURE
Preservation of life is a paramount concern to the Credit Union.  In the event of a fire emergency, timely response to the situation is of the essence and may mean the difference between life and death.  In a fire emergency, it is critical to determine the potential for risk of injury or death, which may be associated with your actions.  Always alert others of the fire emergency before contemplating trying to extinguish the fire.  Records preservation is important to the credit union, but not at the risk of personal injury or death.

PROCEDURE

1. Activate Fire Alarm

2. At the first sign of smoke or fire, notify a supervisor of fire's location and extent.
3.
Clear employees from immediate area.

4.
Close all doors leading to fire area to isolate area and minimize the spread of fire.

5.
Keep passageways to fire area clear.

6.
Don't panic.  Remain calm and listen to instructions.

7.
Don't open hot doors.  Before opening any door, touch it near top to see if it is hot.  Don't break windows.  Oxygen feeds fires.

8.
Do not assist fire-fighting personnel unless asked to do so.

9.  
Do not leave the area or return to the building until instructed to do so by the fire department.

10.
If small trash can fire, put out fire using fire extinguisher in the area.
11.  
Do not attempt to salvage items.  This could cause a delay resulting in   injury to you and others.

12.
Don't be a spectator.  Head away from the problem area.

13.
All Supervisors: Take a head count of your work group and report to the Security Officer.  Note the names of unaccounted personnel.

TORNADO PROCEDUREStc \l3 "TORNADO PROCEDURES
The credit union’s primary concern is the safety of its staff and members.  If you hear the tornado sirens, page the office that they are being sounded, and then call the Supervisors to the lobby.  The Supervisors will then begin to assume various responsibilities listed below:

1.
Have tellers closed drawers immediately and if time, place in vault before going

to the basement hallway for shelter.

2.
Other staff will quickly and orderly proceed to the basement hallway for shelter.

3.
Supervisors will interact with the members and suggest to them they follow a staff person to the basement for shelter, rather than leaving the credit union.

4.
The doors to the credit union will be locked as soon as possible and everyone will meet in the basement hallway.

5.
If anyone has cellular phones, flashlights, portable radios near their desk, etc., please take them with you to the basement.

ROBBERY PROCEDURE
tc \l3 "ROBBERY PROCEDURE
The credit union has the highest regard for the lives and personal safety of its employees, members and law enforcement personnel.  Monetary loss during a robbery is always considered a secondary concern. The following procedure guidelines are designed to lower risks to personal safety and to afford police authorities the maximum evidence and information possible, given the situation.  At no time should credit union personnel attempt to apprehend a robber themselves.

PROCEDURE

1. Remain calm.  Do not make any rapid or unnecessary moves.

2. Cooperate.  Obey all commands.  Don’t resist, argue or volunteer.

3. Trigger alarms only if you can do so without arousing suspicion.

4. Try to give the robber the bait money.  Don’t volunteer any more cash than is in plain view of the robber.

5. Don’t give chase to the robber.  Observe, if it can be done safely, the direction of the robber’s escape, and the description of vehicle and license number. Observe, if it can be done safely, the direction of the robber’s escape, and the description of vehicle and license

6. Note items touched by the robber(s), such as notes, counters or doors.  Retain notes or other physical evidence used by the robber, if possible.  Minimize the handling of these items to preserve the robber(s) fingerprints.

7. Note the color and size of the weapon

8. Lock the doors and notify the Security officer as soon as safely possible.

9. Be observant:



A. 
Note the number of robbers and accomplices.  

B. 
Note names used by robbers to communicate with their accomplices.



C. 
Note the physical characteristics of the robber(s) and their clothing:

1. skin color and tone

2. voice and accent

3. height and weight

4. physical scars

5. posture and style of walk

6. mannerisms

7. left or right-handed

8. type, style and color of clothing

9. any jewelry worn

10. facial attributes

a)
face shape

b)
color and shape of eyebrows

c)
color and shape of eyes

d)
were eyeglasses worn or not

e)
shape of nose and ears

f)
shape of lips

g)
condition of teeth

h)
shape of chin

i)
facial hair (mustache or beard, etc.)

j) color, length, texture and style of hair


AFTER ROBBERY PROCEDURE
Proper execution of after-robbery procedure guidelines will help minimize the danger of personal injury and increase the odds of police apprehension of the robbers.  It is important to execute the procedure guidelines listed here in their proper order.  The Security Officer is responsible for coordinating events and efforts of credit union employees and witnesses to the robbery until the police arrive.

PROCEDURE

1.  Lock the access doors to the credit union immediately after the robber(s) has exited.  This prevents the robber(s) from returning to the credit union should police cut off their escape route.


2. 
Trigger the security alarm if this has not already been done.  Call the police, keeping the telephone line open to them.  Tell police the phone number you are calling from and the name and address of the credit union.  Indicate the closest traffic intersection.  

3.
Contact the Security Officer.


4. 
Verify the safety of all personnel in the office.  Attend to any injured individuals.  Request that the police send emergency care for any injured people.



5.
If the credit union premise is safe, an appointed employee should be directed to the credit union lobby, where the previously established "All Clear Signal" can be displayed in plain view for arriving police.  (Taking this prudent step can reduce or remove the odds of having police enter the credit union with weapons drawn and in a tense state of mind.)  Verify that teller drawers and the vault/safe are locked.

6. The Security Officer is responsible for preserving the "scene" for evidence. 


7. 
The Security Officer:

  

a. 
Asks for willing witnesses inside and outside of the credit union.


  
b.
Isolates witnesses.

  

c.
Does not allow conversation between witnesses.


  
d.
Distributes robbery description sheets to witnesses.

  

e.
Secures the teller counter area to preserve fingerprints.

 

f.
Calls the F.B.I.


8.  The Security Officer allows no one to leave the credit union before the police arrive.


9.
 Employees and witnesses complete robbery description sheets without discussion among themselves.

10.  Arrange a private area with tables and chairs for interviews with employees and witnesses by law enforcement agencies.

11. The Security Officer may allow witnesses/employees to phone home or a work location once police have authorized communication.  Advise these people that they must not discuss the situation or release details that might be critical to the apprehension of the robber(s) to the press or to their family members. The police will decide when witnesses may be released.

12.  The Security Officer furnishes a bait money list to police and will provide police with videotape from the security camera.  Advise police of any notes, articles left or areas touched by the robber(s).

13.  The Security Officer will notify the President and other senior management as soon as practical after the emergency is controlled. The President or, in his absence, the Security Officer will notify the Chairman of the Board of Directors as soon as possible.

14.  Only the President or, in his absence, the Security Officer are authorized to release information to reporters, after approval by the police.

15. Reopen the credit union as soon as possible.  The decision to reopen is made by the President or, in his absence, the Security Officer.


16.  The Security Officer will call the Insurance Underwriter to start the bond claim process.


BOMB THREAT PHONE CALL

The credit union's primary concern is the safety of its staff and members.  If you receive a bomb threat, treat it seriously until such time as the police or other law enforcement authorities indicate everything is safe.  Advise the Security Officer and the President as soon as possible of the impending threat.

PROCEDURE

DURING THE PHONE CALL

1. Remain calm.  Don't upset the caller.  Keep the caller talking; listen well and take notes.

2. Notify the Security Officer while caller is on the line, if it is possible to do so.

3. Note secondary information such as:



Sex of caller



Approximate age of caller



Race of caller



Accent of caller



Speech impediment of caller



Attitude of caller



Background noises

4. Attempt to secure the following primary information, if time permits:

Bomb location

Why this is being done

Detonation time

Ransom and delivery location/method

Whether the bombs is visible

Time of call

Whether the bomb is disguised


Where the call is originating from  

Type and size of bomb

What is the name of the caller or group

How and when the next contact will be made

IMMEDIATELY AFTER THE CALL
1. If it has not already been done, immediately contact the Security Officer and the President.

2. One of these individuals will call the Police and Fire Departments and order the building evacuation.

3. Quickly survey your surrounding work area for any unusual package or parcel, which might be the bomb.  Under no condition should you lift or move the usual package.  However, notice its size, shape, color and exact location.  This information will be critical for police bomb personnel.

4. Staff should evacuate the building immediately, bringing only those financial records, microfiche and other records that have been predetermined to be critical disaster recovery records with them.  Tellers should secure their cash drawers and the vault/safe if possible.  All departments should close and secure all fireproof cabinets, if the situation permits.

5. Once the building has been evacuated, meet at the shopping center across the street, west of the Merc.Com and await further instructions.  Do not leave this area until instructed that it is safe to do so by police or fire personnel.  Supervisors are charged with the responsibility of ensuring that all their staff are safely evacuated from the building and for performing a staff head-count immediately thereafter.  If anyone was left in the building, alert the Security Officer, police or fire personnel immediately, provided the name of the unaccounted personnel.

6. Only the Security Officer or the President is authorized to release information to reporters, after approval by the police. 

HOSTAGE SITUATIONtc \l3 "HOSTAGE SITUATION
The credit union will work with local law enforcement agencies to determine the most appropriate strategy to deal with the particular situation and minimize the risk of harm to the hostage.

PROCEDURE

1. Accept your situation and be prepared to wait.  The first 15 to 45 minutes are the most dangerous for all concerned.  Follow the instructions of your captor.  The longer you are together, the less likely it is your captor will hurt you.

2. Don’t speak unless spoken to and then only if necessary.  Try to be friendly, if possible, but not phony.

3. Try to get rest.  Sit if you can.

4. Don’t make suggestion to the captors.  If your suggestions go wrong, they may think you planned it that way.

5. If anyone needs special medication or medical attention, inform your captors promptly.

6. Be observant of everything you see and hear.  Try to memorize the number of captors, their descriptions and conversations, names used, weapons carried and any other information which might be useful to police.  Also memorize the number and identities of other hostages.  You may be released and your information will help the police.

7. If you are permitted to speak on the phone, be prepared to answer “yes” or  “no” to the questions asked by the police.

8. Don’t be argumentative with captors or other hostages.  Put forth a cooperative attitude.

9. Don’t turn your back on your captors unless directed to do so, but don’t stare at them either.  Eye contact can be good.  People are less likely to harm someone they are looking at.

10.   Be patient.  Even though the police and other law enforcement agencies may appear to be doing nothing, they are engaged in a complete program designed to rescue you unharmed as soon as possible.

11.   If you believe a rescue is taking place or hear a noise or shooting, quickly lie on the floor and stay down.  Keep your hands on your head.  Do not make any fast moves.

BUILDING DESTROYED
tc \l3 "BUILDING DESTROYEDIn the unlikely event the credit union building is completely destroyed, the Disaster Recovery Team will determine the most appropriate strategy to deal with the particular situation and minimize the inconvenience to the members.

PROCEDURE

The Management Team will notify the necessary members of the Business Recovery Team and Computer Recovery Team to begin the process of restoration of the credit union and initial member service.

If you receive a call from the Management Team or one of the Recovery Teams, please be prepared to bring your Disaster Recovery Manual to the location that you are directed to.
MID AMERICAN CREDIT UNION EMPLOYEE BENEFITS
(Additional Information may be obtained from the Administrative Assistant at any time.)

HEALTHtc \l3 "HEALTH
COMPREHENSIVE MAJOR MEDICAL:

$200/Person; $600/Family Deductible 
80/20% Coinsurance: $500/Person; $1,500/Family    Then 100% up to a $1,000,000 Lifetime Maximum

Single and Family Maternity


Dependents covered to age 23

Full Accident Coverage


Drugs Embedded (count towards deductible)

Preferred hospitals in Wichita are HCA Wesley and Riverside.
DENTAL CARE PROGRAM - No Deductible

80% oral examinations plus other services

50% oral surgery, crowns, subject to 240 day waiting period (see booklet for other services)

LONG TERM DISABILITY AND GROUP LIFE INSURANCEtc \l3 "LONG TERM DISABILITY AND GROUP LIFE INSURANCE
Mid American Credit Union pays for coverage after you have been employed 6 months.

Long Term Disability - there is a 90-day grace period and coverage is 66-2/3rds of the monthly salary with a maximum of $3,000.

GROUP LIFE INSURANCE 

Coverage is twice your annual salary.

EMPLOYEE INFORMATION
TIME SHEETS AND ABSENT REPORTStc \l3 "TIME SHEETS AND ABSENT REPORTS
A time sheet is completed every two weeks. 

MACU’s pay periods run from Saturday to Friday.

After completing, give it to your supervisor for signature.  They will in turn give it to the Administrative Assistant.  If you are absent for any reason, you must complete an absent report form, and attach it to your time sheet.  

Requests for time off, either personal leave or vacation, must be given to your supervisor and approved with enough time to ensure that the department is adequately covered.  If you call in ill, the form must be completed and given to your supervisor on your return.

Mid American Credit Union will deposit your payroll into your account no later than the Thursday following the previous payroll period.

Payroll deduction is available, and must be turned in to the Administrative Assistant 3 days prior to the end of the payroll period.

Remember that any changes to your personal files, such as address, phone number, contact for emergency, etc. must be given to the Administrative Assistant as soon as possible after the change has occurred.

MID AMERICAN CREDIT UNION - EMPLOYEE TIME SHEET
NAME _______________________________Period Beginning ______ to ________, 200__

Please mark time off with the appropriate symbol - 
PL - Personal Leave

H - Holiday

V   - Vacation


B - Birthday

WP - Without Pay

W - Well Day
The total hours worked each day should be marked in the spaces.   40 hours represents a regular workweek.  Any hours over that are considered overtime for that week.   Remember, personal leave will be subtracted from any overtime hours in that same week and you will be paid at regular pay for those hours and reduce the amount of time taken on your personal leave account.  Vacation and Holiday time counts towards the base 40-hour week.  Mid American pays in increments of quarter hours.  Please record them as follows: - 15 minutes = .25, 30 minutes = .50, 45 minutes = .75, 60 minutes = 1.0

Week #1

	SAT.

=========

from ________ 

to___________

.....................

from ________

to___________

Total Hours

=_________


	    MON.

=========

from ________ 

to___________

.....................

from ________

to___________

Total Hours

=_________
	    TUES.

=========

from ________ 

to___________

.....................

from ________

to___________

Total Hours

=_________
	     WED.

=========

from ________ 

to___________

.....................

from ________

to___________

Total Hours

=_________
	   THURS.

=========

from ________ 

to___________

.....................

from ________

to___________

Total Hours

=_________
	     FRI.

=========

from ________ 

to___________

.....................

from ________

to___________

Total Hours

=_________




Reg. Hrs. = ____
OT Hrs. =____
Other =____

Week #2

	    SAT.

=========

from ________ 

to___________

.....................

from ________

to___________

Total Hours

=_________


	    MON.

=========

from ________ 

to___________

.....................

from ________

to___________

Total Hours

=_________
	    TUES.

=========

from ________ 

to___________

.....................

from ________

to___________

Total Hours

=_________
	     WED.

=========

from ________ 

to___________

.....................

from ________

to___________

Total Hours

=_________
	   THURS.

=========

from ________ 

to___________

.....................

from ________

to___________

Total Hours

=_________
	     FRI.

=========

from ________ 

to___________

.....................

from ________

to___________

Total Hours

=_________




Reg. Hrs. = ____
OT Hrs. = ____
Other = ____

Note:   Please attach signed Absence Reports to your time sheets.
I HEREBY CERTIFY THIS TIME SHEET AND SALARY RECORD TO BE CORRECT.

____________________________________
___________________________________

  SUPERVISOR APPROVAL


    EMPLOYEE SIGNATURE

TO BE COMPLETED BY PAYROLL :

	REG.

HRS.
	O. T.

HRS.
	P. L.

HRS.
	VAC.

HRS.
	HOL.

HRS.
	BIRTH.

HRS.
	WELL

HRS.
	W/P

HRS.
	TOTAL

HRS.


MID AMERICAN CREDIT UNION
ABSENCE REPORT

Anticipated absences should be requested from your Supervisor five (5) days or more in advance.  Unanticipated absences should be reported to your Supervisor immediately and an Absence Report completed on day of return.

NAME:____________________________________________________________________

FIRST DATE ABSENT___________________   RETURN DATE___________________

TOTAL HOURS ABSENT____________

REASON FOR ABSENCE:

PERSONAL LEAVE_____________
WELL DAY _____________________

BIRTHDAY____________________
VACATION _____________________

FUNERAL LEAVE________________________________________________

 (Give relationship)

LEAVE WITHOUT PAY__________
JURY DUTY_____________________

SUSPENSION__________________

EXPLANATION:_________________________________________________________

I CERTIFY THAT ALL INFORMATION ON THIS FORM IS CORRECT.

EMPLOYEE'S SIGNATURE ________________________________  DATE____________

APPROVED____________      DISAPPROVED_____________          DATE____________

SUPERVISOR'S SIGNATURE__________________________________________________

PROFESSIONAL IMAGE
The Dress Code for Mid American Credit Union is listed below.  It is important that you remember the IMAGE that is being projected to the member.  Mid American Credit Union is a solid financial institution and employees’ dress, body language and attitude should reflect that.  A warm and friendly greeting for the members, regardless of their financial status is important.  Following the dress code is essential to maintain the confidence the member has in MACU.

DRESS CODE

It is the goal of Mid American Credit Union to create an atmosphere that is professional in appearance and manner.  The personal grooming and appearance of our employees determine an important part of this professional atmosphere.

All employees of Mid American Credit Union are expected to be well groomed and to dress in a conservative, professional manner, to convey a business image, and to give a positive impression.  All attire is to be clean, pressed, in good condition, and be tasteful in fit and appearance.  Employees are to wear appropriate under garments.  Hair, makeup, and jewelry are to be kept conservative.

Appropriate office attire for female employees includes:


Suits, with either skirts or dress slacks   


Dresses

Skirts with dress blouses or sweaters

Dress slacks with dress blouses or sweaters

Nylon hose and dress shoes are to be worn at all times (no boots)

Lengths for suits, dresses, or skirts are to be no shorter than one inch above the knee.  Sleeveless or low cut dresses/blouses/sweaters are not appropriate.  Dress slacks are defined as tailored, with no outside seams, no pockets sewn on the outside, and no shorter than ankle length. Blouses or sweaters are to be appropriate for office attire.  Blouses are to be worn tucked in at the waist.

Appropriate office attire for male employees includes:

Suit or sport coats, suit or dress slacks, dress shirts, and ties

Dress slacks, dress shirts, and ties

Socks and dress shoes or dress boots should be worn at all times.  

Employees may not wear any clothing made of denim or denim look alike fabric, including jeans, dresses, or suits; slacks that have outside seams or outside pockets, or are casual in appearance; jump suits; short suits; sweatshirts or T‑shirts, or other garments made of this type fabric; split skirts; stirrup pans; tennis shoes or casual shoes, including boat shoes, deck shoes (top siders) or sandals; or any garment that is sleeveless, low cut, or too tight.

"Fad style" clothing and shoes are discouraged.  Employees are encouraged to check with their supervisors or the Administrative Assistant before purchasing items of this type for work attire.  Employees may be counseled about inappropriate attire, and may be sent home, without pay, to change to appropriate attire.

BUSINESS CASUAL DRESS 

It is a goal of Mid American Credit Union to create an atmosphere that is professional in appearance and manner.  The personal grooming and appearance of our employees determine an important part of this professional atmosphere.

All employees of Mid American Credit Union are expected to be well groomed and to dress in a conservative manner to convey a business image, and to give a positive impression.  All attire is to be clean, pressed, in good condition and be tasteful in fit and appearance.  Employees are to wear appropriate under garments.  Hair, makeup, and jewelry are to be kept conservative.

Beginning Sept. 1, 2000, Mid American Business Casual may be worn everyday.  Mid American Business Casual will consist of clothing with MACU’s logo and/or name purchased from Industrial Uniform Company.  There will be a display of the various items from which you may select, and an order form will be provided for you to select your choices.

A matrix is attached listing the acceptable color of pants or skirt that can be worn with each item of MACU Business Casual clothing.  Pants and skirts may also be purchased from Industrial Uniform Company if you wish.  However, regardless of place of purchase, pants and skirts must be of the approved colors, and in combination with MACU’s Business Casual.  Skirts and pants/trousers are not to be made of denim material or ones that have pockets that are outside (patch type), etc.

When not wearing MACU Business Casual, employees will be expected to follow the current professional dress code.

On the days when you choose to follow MACU Business Casual dress code, only items on the Business Casual list may be worn.  For example if you are dressed in Business Casual and prefer to wear a sweater, you must wear one of the sweaters purchased from Industrial Uniform Company, which will have the MACU logo.

Beginning Sept. 1, 2000, jeans may be worn on Saturdays with any approved Business Casual shirt. Jeans must be in good condition.  Wear shoes appropriate for Business Casual on regular weekdays. No tennis shoes may be worn.  (See #4)

Other details of MACU’s Business Casual are as follows:

1.
Skirts can be worn in the approved colors with hem being no shorter than above the knee. Slacks/trousers need to be at least ankle length.

2.
Socks can be worn with Business Casual pants.  Hose should be worn with Business Casual skirts.

3.
Belts are required if your pants or skirt has belt loops.

4.
Shoes should be of the lace or loafer type.  No open toed or stacked heeled shoes (platform) or boots should be worn.  No canvas, tennis or sport shoes should be worn.

5.
Shirts should be tucked in or appear to be tucked in.

MACU will subsidize the purchase of shirts and sweaters.  The employee price on all shirts is $15.00 each and sweaters will be $25.00 each.  

Samples of the Business Casual clothes may be seen in lounge.  There are colored pictures to look at and a matrix showing which items may be worn together.  Order forms are in the Administrative Assistant’s office in a purple folder along with the other folders of forms. Complete the form and turned it.

Everyone is given two name badges to be worn during business hours.

Everyone is provided with a cup for soft drinks and one for hot drinks.  Please use these cups.  An unprofessional and cluttered image is seen with 4 or 5 different “get & go” containers at the front counter or at your desk.

Gum chewing is not allowed.  Any food being eaten at your area should be done as unobtrusive as possible.  If possible, when working at the teller counter, confine your eating to the lunchroom or hours when members are not in the lobby.

TELEPHONE TECHNIQUEStc \l3 "TELEPHONE TECHNIQUES
BE A NICE PERSON TO TALK TO
Confidence in your voice inspires trust in your ability and attentiveness at the other end of the line.

Breathe deeply from the diaphragm to help relax yourself and enhance your tone.

Smile!  Even though they can’t see you, it will show in your voice.  You’ll come across as a pleasant, cheerful, optimistic person, putting others at ease and in a receptive frame of mind.

PROJECT A GOOD TELEPHONE IMAGE
Use businesslike phrases instead of slang; Say “Yes”, “Certainly” and “of course” instead of “OK”.

Avoid technical expressions, which may confuse the caller.

Be a good listener; make notes while the caller is speaking.

Side comments and discussions with others while a person is waiting on the line are inconsiderate and irritating.

Always acknowledge a request.

Show that you’re interested by using the caller’s name.

Give each caller individual rather than routine consideration.

Be tactful when it’s necessary to refuse a request because of company policy.

Space calls with a short interval between each one; someone may be trying to reach you.

Return your calls promptly.  Always return calls the same day.

Follow through with promises.  If you can’t get an answer for the member in the time period you originally stated, call the member and tell him when you will be able to get an answer.  KEEP THE MEMBER UPDATED AS TO YOUR PROGRESS.

Apologize for errors and delays.

Treat your co-workers with the same courtesy your members receive.

Don’t transfer without letting the person to whom you are transferring the call know the member’s name and the nature of the call.

MAKE THE CALL ENJOYABLE
Be enthusiastic and think positively.  Think, “I can help!”

Be sincere.

Put variation into your voice - excited, faster, slower, deliberate, thoughtful.

DEVELOP AN EFFECTIVE TELEPHONE VOICE

Put a smile in your voice by using basic phrases of courtesy such as, “please”, “thank you”, and “You’re Welcome”.

Try to vary your phrases to suit the condition.

Show a sincere interest in the caller.

Save candy, or other food until after your telephone conversation.

Speak clearly and distinctly.  Talk directly into the transmitter, holding it about 1-1/2 inches from your lips.

Vary your tone, but avoid extremes of loudness or softness.

Talk at a moderate rate, not too fast or too slow.

Always say “Good-bye” when ending your conversation.  Never use “Uh ha” or “Bye, Bye”.

tc \l2 "
SOME DON’TS WHEN ANSWERING TELEPHONE CALLS
Don’t say,” I can’t understand you.” to a caller.  Instead you might “assume” you have a bad connection, and ask the caller to speak slower or louder.

Don’t mention that a co-worker can’t come to the phone because he or she is in the bathroom.

Don’t tell an angry caller that he or she is wrong.  Try to defuse the situation by staying calm.

Don’t transfer a caller who wants assistance unless it’s absolutely necessary.

Don’t say, “What do you want”, if a boss asks you to screen his or her calls.  Instead say, “May I ask what this is in reference to?”

SERVING MEMBERStc \l1 "SERVING MEMBERS
THE NEXT PAGES
REMIND US THAT

THE  MEMBER
IS THE

REASON

WE ARE HERE!
BECAUSE 

THE
 MEMBER

BECAUSE THE MEMBERtc \l2 "BECAUSE THE MEMBER
has a need,

we have a job to do.

Because the member

has a choice, 

we must be the better choice.

Because the member

has a sensibility,

we must be considerate.
Because the member

has urgency,

we must be quick.

Because the member

is unique,

we must be flexible.

Because the member

has a high expectation,.

we must excel.

Because the member 

has influence,

we have the hope of

more members.

Because of the member

we EXIST.

THE GIFT OF AWE-SOME MEMBER SERVICEtc \l2 "THE GIFT OF AWE-SOME MEMBER SERVICE
FIRST GIFT
          
APPRECIATION
SECOND GIFT          
WARMTH
THIRD GIFT

EMPATHY


REMEMBER


A MEMBER IS THE MOST IMPORTANT PERSON IN ANY CREDIT UNION


A MEMBER IS NOT DEPENDENT ON US - WE ARE DEPENDENT ON HIM


A MEMBER IS NOT AN INTERRUPTION OF OUR WORK - HE IS THE PURPOSE OF OUR WORK


A MEMBER DOES US A FAVOR WHEN HE CALLS - WE ARE NOT DOING HIM A FAVOR BY SERVING HIM


A MEMBER IS PART OF OUR BUSINESS - NOT AN OUTSIDER


A MEMBER IS NOT A COLD STATISTIC - HE IS A FLESH AND BLOOD HUMAN BEING WITH FEELINGS AND EMOTIONS LIKE OUR OWN


A MEMBER IS NOT SOMEONE TO ARGUE OR MATCH WITS WITH


A MEMBER IS A PERSON WHO BRINGS US HIS WANTS - IT IS OUR JOB TO FILL THOSE WANTS


A MEMBER IS DESERVING OF THE MOST COURTEOUS AND ATTENTIVE TREATMENT WE CAN GIVE HIM

A MEMBER IS THE LIFE BLOOD OF THIS CREDIT UNION!!!!!!!!!

BASIC MEMBER SERVICES RULEStc \l2 "BASIC MEMBER SERVICES RULES
REMEMBER:
1.
SMILE AND ESTABLISH EYE CONTACT - ENJOY 







YOUR JOB

2.
ACKNOWLEDGE YOUR MEMBER

3.
CALL YOUR MEMBER BY NAME

*
Mr. Smith, I checked your records and.......

*
Mrs. Jones, your balance is.....

*
Mr. White, Sally will be with you in a moment.

4.
LEARN THE ART OF RESTRAINT

*
Mrs. Smith, I am sorry you feel that way.  Let’s see if we can work something out.

*
Mr. Brown, I am sorry, but I cannot help you with this 




problem.  Let me get my supervisor, maybe he/she can work 



something out.

*
I am sorry this happened, Mr. Jones.  I will have this corrected immediately.

5.
COURTESY - Treat your member as you would like to be treated.

6.
AVOID THE USE OF JARGON - ATM, MATT, Share 1, ACH, Bounced, etc.

7.
DEVOTE YOUR FULL ATTENTION TO THE MEMBER - Do not attempt other projects while servicing a member.

THE GOLDEN RULE:

TREAT YOUR MEMBER, AS YOU WOULD LIKE TO BE TREATED.

PEOPLE MAKE PEOPLE SWITCH BANKStc \l3 "PEOPLE MAKE PEOPLE SWITCH BANKS
An industry survey of customers of Financial Institutions in several cities revealed that deficiencies in their human relations and personal service caused respondents to switch institutions more often than did interest rates or loan costs.  Of those who switched institutions,

19% did so because of errors in their accounts

16% because of poor service

13% because of rude or unhelpful employees

11% because of cold or impersonal service.

Only 12% switched to get higher rates on savings and 8% for free checking.

Free checking was by far the most desired of six banking services rated.  Next in order of preference were drive-in banking, then evening and Saturday hours, cash machines, automatic loan arrangements and free credit cards.

According to the report, 82% of the respondents recognized that the different kinds of institutions pay different rates on savings accounts.  It also revealed that most people deal with several types of institutions.  Commercial banks have more customers than any other type, but their share of patrons dips slightly in areas that also have savings banks.  Overall, 86% to 98% of those surveyed use a commercial bank, 44% to 77% use a savings bank, 37% use a savings and loan and 30% use a credit union.

TRAININGtc \l4 "TRAINING
Your supervisor will assign you a time to attend training sessions.  These sessions could be about new products, discuss the credit union’s financials, or group planning.   You are paid for the time spent in training.   Tuesday mornings from 8:00 a.m. to 8:50 a.m. are reserved for this departmental training.  Twice a month other training sessions are scheduled.

PRODUCT KNOWLEDGE TESTINGtc \l4 "PRODUCT KNOWLEDGE TESTING
Each year employees are required to take a 3-part product knowledge test.  They need to receive 90% to pass.  The test can be retaken as needed.  A study guide is distributed about a month before the tests to give everyone an opportunity to succeed.

VOICEMAIL TRAININGtc \l2 "VOICEMAIL TRAINING
Access voicemail by dialing extension 600

Your personal ID # is 9+your extension or your 4 digit voicemail box extension if you are not regularly at an extension.

Computing Services Manager is the system manager.

If you run into any problems or have any comments let Carl know at ext. 290.

1)
Call voicemail box (your own) and see how it works.

Note: (when using a speaker phone to leave a message or record your greeting be sure to use  “*” to terminate message).  This is to prevent the clunk when you hang up the handset.

2)
How to retrieve a message:


Dial voicemail box ext. 600

Identify yourself by entering your voicemail box extension, or 9+your extension +4 to listen to the messages.

If you have a security code, you will be prompted to enter it. This is a feature that will allow you to keep your messages from being accessed by someone else.  If the security code is forgotten, call the system manager who can go in and remove it so that you can set it again.

3)
How do you operate your voicemail box?

Two simple rules to always remember:  Please repeat after me - One for Yes, Two for No.

When you retrieve your messages or enter your voicemail box to perform maintenance, you will be prompted with the following options:

If you have any messages, it will tell you how many and walk you through retrieving them.  If you only listen to part of a message and then hang up, Voicemail assumes that you have not heard the entire message.  If you wish to abort listening, press the asterisk and the message will be restored to new status.  In fact, in any procedure, if you press the asterisk before completing the task, no changes will be saved.  Press the asterisk three times to exit voicemail completely.

If you have any old messages you will be asked to review them.  All messages received will be deleted at midnight the day received.  If you wish to Archive any old messages you may do so by reviewing it.  One of the options offered after reviewing an old message is that you can archive it.  If you choose to archive the message it will be kept for 7 days (the number of days set up for your voicemail box), after which it will be deleted from the system.   During this time you may review the message and archive it again.

After reviewing any old message, if you choose not to archive the message it will immediately be deleted.

The redirect option allows you to transfer the message to an additional extension.  Just enter the extension you want  to receive the message, it is recommended that you record an introduction to the redirected message as a courtesy to the person who is receiving the message. 

4)
Leaving Messages

When you call another extension and get their voicemail, don't just wait for their greeting to end and leave a message.  As soon as their greeting starts, enter your voicemail extension # (9+your extension + 1 + 1) and this allows you to personalize the message.  After completion of message, press * and follow prompts.   Then when the party you called receives your message he/she can send a response to it without having to press any buttons or call your extension.  When using this feature, be sure to use the handset for a clearer call and press the asterisk when finished recording your message.

You may leave a message just as a member would but then the other party will have to dial your extension to respond to your message.

When leaving a message you may press the  “*” as soon as the greeting starts to stop the greeting and allow you to begin recording immediately.

5)
You can leave a message for various groups in the credit union.  This feature is equivalent to a verbal memo.  Currently, there are four groups in the system.  More may be added.  If there is a special group of people you may occasionally need to send a group message to, let the system manager know whom they are and it will be set up.

The four groups currently are:  Administrative, Supervisors, All Employees (excluding tellers currently) and all Loan personnel.

When you opt to leave a message and the system asks you to spell the callers name enter the first three letters of one of the above groups, i.e. ADM for administrative, ALL for all employees, SUP for supervisors, etc.

Page 11 in the Training Guide for REPLAY PLUS explain how to see who has received and heard the message as well as how to use the feature.

Pages 15 through 17 in the Training Guide for REPLAYPLUS explain how to create your own message groups and how to maintain them.

6)
User Setup:

When doing setup -

-  be sure to use your handset for best sound recording

-  speak in a low tone but not slower

-  smile when recording your greeting

-  use asterisk to end your recording

-  invite callers to leave you a message

-  let them know they have the option of leaving you a message or pressing 0 to go to the operator for assistance

-  there are two greetings.  Record the standard greeting as if you were on the phone or away from your desk.  Use the alternate greeting for when you are out of the office, on vacation, away from your desk for lengthy times.  Include when you will return in the message - be sure to switch to your regular greeting when you return (maybe leave a post it note on phone to remind you)

When accessing voicemail for the first time you will be prompted to personalize your voicemail box.  It will prompt you for the following:

Your recorded name

If you wish to be listed in the directory

Record your standard greeting

Your security access code

If satisfied press 1.  If you do not press 1 the setup will not be saved and you will be prompted for the setup the next time you enter your voicemail box.

7)
Some additional thoughts:

When you redirect to another party be nice and add an introduction

You can customize the delivery of your message.  You can make it private so that it cannot be redirected, you can give it a future delivery date, urgency, and return receipt.  Instructions are found on page 5 of the guide.  Currently, all messages will be delivered with a return receipt.  Pages 26 and 27 of your guide give you a flowchart of the menu options and the functions of the various keys on your phone.

SAMPLE PERSONALIZED MESSAGE
THIS IS ______________________ IN THE __________________ DEPARTMENT.

I AM IN THE OFFICE TODAY, BUT CURRENTLY UNABLE TO TAKE YOUR CALL.

IF YOU WILL LEAVE YOUR NAME, NUMBER AND A BRIEF MESSAGE, I WILL RETURN YOUR CALL AS SOON AS POSSIBLE.  

IF YOU WOULD LIKE IMMEDIATE ASSISTANCE, YOU MAY ENTER ANOTHER EXTENSION NOW, OR PRESS 201 FOR LOAN EMPLOYEES AND 202 FOR MEMBER SERVICES EMPLOYEES AND 0 FOR THE OPERATOR. 

SOME SIMPLE VOICE MAIL STANDARDS

*Employees should identify themselves first

*Make the message clear and concise

*Remember you represent the credit union

*Talk Slowly

*If giving members information, 

  place your delivery so as to not confuse members

*Choppy messages sound not only annoying but also unprofessional
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