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Improve your customer experiences
by defining your service standards.

Community banks thrive on their implementing these standards, fostering
relationships with customers. Unlike large loyalty, and increasing customer retention. In an
national banks, which often focus on industry where trust is paramount, exceptional
volume and digital interactions, community service can be a key differentiator.

banks differentiate themselves through . .

personalized service and a deep connection Create Accountability With Performance

to their local communities. Establishing clear Measurements
customer service standards is essential to

maintaining and enhancing this advantage. After identifying your customer service

standards, it is time to determine if your

Customer service standards set the staff is achieving success during customer
expectations for how bank employees interactions. A highly effective tool to support
should interact with customers. this accountability is mystery shopping. Mystery
These guidelines ensure consistency, shopping involves using your own customers
professionalism, and efficiency across all who visit the branches, call customer service
delivery channels and touchpoints. Well- phone numbers, or engage in online and digital
defined service standards may include banking channels to assess whether service
certain expectations, such as: standards are being met.

« Greeting customers promptly Mystery shoppers provide valuable insights

. into how customers experience the bank. They
* Addressing customers by name )

evaluate key areas such as:
« Recommending solutions proactively

e Maintaining a professional yet friendly » Staff friendliness and engagement

demeanor * Product knowledge
« Ensuring swift and accurate transaction + Transaction efficiency and accuracy
processing « Compliance with service protocols
* Following up promptly on customer « Overall customer satisfaction

inquiries and concerns
d e Customer loyalty
Community banks can create a superior

and reliable customer experience by The feedback from mystery shopping and

other performance measurement tools can
help community banks identify training
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opportunities, recognize top-performing
employees, and address service gaps before
they impact customer relationships. It also
fosters a culture of continuous improvement,
ensuring that desired service standards are
consistently upheld.

The Bottom Line

For community banks, exceptional customer
service isn’t just a perk—it’s a necessity.

By establishing clear customer service
standards and using measurement resources
like mystery shopping to ensure compliance,
banks can reinforce their commitment

to quality service, enhancement of their
reputation, and strengthening customer
relationships. Investing in these areas
increases customer satisfaction, loyalty,

and ultimately, long-term success in a
competitive financial landscape.

If you want to know what customers are
thinking when they interact with your bank,
we can help you formalize your customer
service standards and integrate them into a
mystery shopping program.
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