
 

 iii 

SUMMARY TABLE OF CONTENTS 

Model Human Resources Policy Manual 

Chapter 1: Model HR Policy Manual 
Chapter 2: Model Code of Ethics 
Chapter 3: Important HR Definitions 
Chapter 4: Model HR Management Forms 

Human Resources Management 

Chapter 5: Job Description for the Human Resources Manager 
Chapter 6: Managing the Bank’s Corporate Culture 
Chapter 6A: Layoff Management 
Chapter 7: Recruiting and Selecting Employees 
Chapter 8: Employee Motivation 
Chapter 9: Salary Administration 
Chapter 10: Problem Employee Management 
Chapter 11: Employee Appraisals 
Chapter 12: Model Job Descriptions  

Employee Benefits Management 

Chapter 13: Social Security, Medicare, and Workers’ Compensation 
Chapter 14: Designing an Employee Pension Program 
Chapter 15: Medical and Health Care Benefits 
Chapter 16: Other Employee Benefits 

Human Resources Compliance Management 

Chapter 17: Human Resources Compliance 
Chapter 17A: Federal Laws Applicable to HR Management 

Training and Human Resources Development 

Chapter 18: Training and Development 
Chapter 19: Performance Management 
Chapter 20: Delegation 
Chapter 21: Empowerment 
Chapter 22: Goal Setting 
Chapter 23: Model Customer Relations Handbook 
Chapter 24: Customer Privacy 
Chapter 25: A Model Teller Training Manual 
Chapter 26: Choosing Among Applicants for Job Openings 
Chapter 27: Service Quality Management 
Chapter 28: Bank Secrecy Act Training 
Chapter 29: Avian Flu Preparation Guidance 
Chapter 30: Fraudulent Cashier’s Checks 



COMMUNITY BANK HUMAN RESOURCES MANAGEMENT 
Contents 
iv 

 

 



 

8/09 v 

CONTENTS 

Summary Table of Contents .........................................................................................................................................iii 

MODEL HUMAN RESOURCES POLICY MANUAL 

CHAPTER 1 
MODEL HR POLICY MANUAL 

Section I — Affirmative Action Statement and Introductory Material.........................................................  1 — 1 
Purpose of This Manual........................................................................................................................................  1 — 1 
Open Letters to Bank Employees from the President and the Chairman..............................................................  1 — 2 
Personal Guidelines That Apply to Each Employee.............................................................................................  1 — 2 

Personal Conduct...........................................................................................................................................  1 — 2 
Appearance....................................................................................................................................................  1 — 2 
Personal Letters, Published Articles, Public Affairs......................................................................................  1 — 2 
Personal Finances ..........................................................................................................................................  1 — 2 
Telephone Conduct and Cell Phone Usage ...................................................................................................  1 — 3 
Personal Property Brought to Work ..............................................................................................................  1 — 3 

Harassment ...........................................................................................................................................................  1 — 3 
Sexual Harassment ........................................................................................................................................  1 — 3 
Other Forms of Harassment...........................................................................................................................  1 — 4 

No Retaliation.......................................................................................................................................................  1 — 4 
Our Bank’s Code of Conduct ...............................................................................................................................  1 — 4 

No Personal Gain from Bank Employment ...................................................................................................  1 — 4 
Misleading Financial Information .................................................................................................................  1 — 4 
Confidential Information ...............................................................................................................................  1 — 5 
Conflicts of Interest .......................................................................................................................................  1 — 5 
Gifts, Fees, Legacies, Loans and Investments ...............................................................................................  1 — 5 
Outside Activities ..........................................................................................................................................  1 — 6 
Candor with Auditors, Examiners, and Legal Counsel .................................................................................  1 — 7 
Internal Controls............................................................................................................................................  1 — 7 
Code of Conduct Compliance Certification ..................................................................................................  1 — 7 
Recordkeeping...............................................................................................................................................  1 — 7 

Other Miscellaneous HR Management Guidelines...............................................................................................  1 — 7 
Travel ............................................................................................................................................................  1 — 7 
Community Involvement...............................................................................................................................  1 — 8 
Profit Sharing and Retirement .......................................................................................................................  1 — 8 
Insurance .......................................................................................................................................................  1 — 8 
Social Security...............................................................................................................................................  1 — 9 
Workers’ Compensation................................................................................................................................  1 — 9 
Requisitions ...................................................................................................................................................  1 — 9 
Supervision....................................................................................................................................................  1 — 9 
Employment-at-Will......................................................................................................................................  1 — 9 
Open Door Policy ..........................................................................................................................................  1 — 9 
Solicitation...................................................................................................................................................  1 — 10 
Changes in Name, Address, or Marital/Dependent Status...........................................................................  1 — 10 
Attendance and Punctuality .........................................................................................................................  1 — 10 
Use of Bank Equipment...............................................................................................................................  1 — 10 
Use of the Bank Computers.........................................................................................................................  1 — 10 
Bank Property and Searches ........................................................................................................................  1 — 11 
Whistleblower Procedures and Protection...................................................................................................  1 — 11 



COMMUNITY BANK HUMAN RESOURCES MANAGEMENT 
Contents 
vi 

 

Section II — Hiring, Transfers, Compensation, and Termination...............................................................  1 — 12 
Hiring and Transferring ......................................................................................................................................  1 — 12 

Transfer Request Procedure.........................................................................................................................  1 — 12 
Job Posting Procedure .................................................................................................................................  1 — 13 
Outside Applicant Procedures .....................................................................................................................  1 — 15 

Immigration Law Compliance............................................................................................................................  1 — 15 
Employee Grievance Procedures ........................................................................................................................  1 — 15 
Problem Employee Behavior Procedures ...........................................................................................................  1 — 16 
Employee Termination Procedures.....................................................................................................................  1 — 16 
Sharing Former Employee Reference Information.............................................................................................  1 — 17 
Compensation Policies and Procedures ..............................................................................................................  1 — 18 

Policy...........................................................................................................................................................  1 — 18 
Procedures ...................................................................................................................................................  1 — 18 
Exempt Salaried Employees........................................................................................................................  1 — 19 

Salary Review Policies and Procedures..............................................................................................................  1 — 19 
Policies ........................................................................................................................................................  1 — 19 
Procedures ...................................................................................................................................................  1 — 19 

Section III — Additional HR Policies and Procedures..................................................................................  1 — 21 
Overtime Policy and Procedures ........................................................................................................................  1 — 21 
Flextime..............................................................................................................................................................  1 — 21 
Employee DDA Accounts and Loans.................................................................................................................  1 — 22 

Checking Accounts......................................................................................................................................  1 — 22 
Overdrafts....................................................................................................................................................  1 — 22 
Loans ...........................................................................................................................................................  1 — 23 

Vacations ............................................................................................................................................................  1 — 24 
Vacations for Regular Part-Time Employees ..............................................................................................  1 — 26 

Holiday Policy and Procedures...........................................................................................................................  1 — 27 
Americans with Disabilities Act Compliance.....................................................................................................  1 — 27 
Personal Illness Absence Policy and Procedures................................................................................................  1 — 28 

Sick Leave Policy and Procedures...............................................................................................................  1 — 28 
Serious Diseases and Illnesses.....................................................................................................................  1 — 29 

Federal Family and Medical Leave Act..............................................................................................................  1 — 29 
Important Definitions ..................................................................................................................................  1 — 30 
Military Related FMLA Entitlements..........................................................................................................  1 — 30 
FMLA’s Requirements................................................................................................................................  1 — 31 
Restoration to Position ................................................................................................................................  1 — 31 
Obligations of Employees ...........................................................................................................................  1 — 32 
Bank’s Request from the Doctor for Facts and Circumstances ...................................................................  1 — 32 
Applicability of State Law...........................................................................................................................  1 — 32 
Waiver of Rights .........................................................................................................................................  1 — 32 

Excused Absences ..............................................................................................................................................  1 — 33 
Excused Absences with Pay ........................................................................................................................  1 — 33 
Excused Absences Without Pay ..................................................................................................................  1 — 34 

Leaves of Absence (Other Than Family and Medical Leave Act Absences) .....................................................  1 — 34 
Complaints and Dispute Resolution Procedures.................................................................................................  1 — 36 
Military Duty ......................................................................................................................................................  1 — 37 
Internet and E-Mail Usage..................................................................................................................................  1 — 38 

Privacy and Confidentiality .........................................................................................................................  1 — 38 
Anonymous and Distasteful Messages Are Prohibited................................................................................  1 — 38 
Ownership ...................................................................................................................................................  1 — 38 
Liability Prevention.....................................................................................................................................  1 — 38 
Customer Solicitations.................................................................................................................................  1 — 39 
Virus Scans..................................................................................................................................................  1 — 39 

Miscellaneous Provisions ...................................................................................................................................  1 — 39 
American Institute of Banking ....................................................................................................................  1 — 39 



COMMUNITY BANK HUMAN RESOURCES MANAGEMENT 
Contents 

vii 

 

Banking Schools..........................................................................................................................................  1 — 39 
Physical Examinations.................................................................................................................................  1 — 40 
Coffee Breaks ..............................................................................................................................................  1 — 40 
Tobacco Product Usage...............................................................................................................................  1 — 41 
Counseling Procedure..................................................................................................................................  1 — 41 
Exit Interviews ............................................................................................................................................  1 — 41 
Employee Manual........................................................................................................................................  1 — 42 

Exhibit 1.1: Model CEO Letter ..........................................................................................................................  1 — 43 
Exhibit 1.2: Model Affirmation Action Letter....................................................................................................  1 — 44 

CHAPTER 2 
MODEL CODE OF ETHICS 

No Personal Gain from Bank Emplyoment ..........................................................................................................  2 — 1 
Misleading Financial Information ........................................................................................................................  2 — 1 
Director Independence..........................................................................................................................................  2 — 1 
Director Conflicts of Interest ................................................................................................................................  2 — 1 
Confidential Information ......................................................................................................................................  2 — 2 
Conflicts of Interest ..............................................................................................................................................  2 — 2 
Rules on Gifts, Fees, Legacies, Loans, and Investments ......................................................................................  2 — 2 
Special Rules That Apply to Investment Officers ................................................................................................  2 — 3 
Outside Activities .................................................................................................................................................  2 — 4 
Candor with Auditors, Examiners and Legal Counsel..........................................................................................  2 — 4 
Internal Controls ...................................................................................................................................................  2 — 4 
Compliance Certification......................................................................................................................................  2 — 5 
Recordkeeping......................................................................................................................................................  2 — 5 
Exhibit 2.1: Conflicts of Interest: Investment Officer Code of Conduct Statement .............................................  2 — 6 
Exhibit 2.2: Conflicts of Interest: Certificate........................................................................................................  2 — 7 

CHAPTER 3 
IMPORTANT HR DEFINITIONS 

HR Definitions......................................................................................................................................................  3 — 1 

CHAPTER 4 
MODEL HR MANAGEMENT FORMS 

HR Management Forms........................................................................................................................................  4 — 1 
Application for Employment .........................................................................................................................  4 — 2 
Acknowledgment...........................................................................................................................................  4 — 6 
Memorandum ................................................................................................................................................  4 — 8 
Interview Worksheet .....................................................................................................................................  4 — 9 
Hiring Requisition .......................................................................................................................................  4 — 10 
Job Posting Memorandum...........................................................................................................................  4 — 11 
Job Posting Application...............................................................................................................................  4 — 12 
Transfer Request Application......................................................................................................................  4 — 16 
Acknowledgement.......................................................................................................................................  4 — 20 
Exit Interview..............................................................................................................................................  4 — 21 
Employee’s Performance Rating .................................................................................................................  4 — 23 
Employment Eligibility Verification (Form I-9) .........................................................................................  4 — 26 
Employee Interview Preparation Worksheet ...............................................................................................  4 — 30 
Summary of Interview Results ....................................................................................................................  4 — 32 
Statement of Goals and Objectives..............................................................................................................  4 — 34 
Employee Grievance Worksheet .................................................................................................................  4 — 36 



COMMUNITY BANK HUMAN RESOURCES MANAGEMENT 
Contents 
viii 

 

Record of Employee Reference Sharing......................................................................................................  4 — 38 
Confidentiality Acknowledgment................................................................................................................  4 — 39 
Certification of Health Care Provider (Form WH-380)...............................................................................  4 — 40 
Certification of Health Care Provider for Employee’s Serious Health Condition   
(Form WH-380-E) .......................................................................................................................................  4 — 44 
Certification of Health Care Provider for Family Member’s Serious Health Condition  
(Form WH-380-F) .......................................................................................................................................  4 — 48 
Notice of Eligibility and Rights and Responsibilities (FMLA) (Form WH-381) ........................................  4 — 52 
Designation Notice to Employee of FMLA Leave (Form WH-382)...........................................................  4 — 54 
Certification for Serious Injury or Illness of Covered Service Member for  Military Family Leave  
(Form WH-385)...........................................................................................................................................  4 — 55 

HUMAN RESOURCES MANAGEMENT 

CHAPTER 5 
JOB DESCRIPTION FOR THE HUMAN RESOURCES MANAGER  

Human Resources Management in Perspective....................................................................................................  5 — 1 
Need for Effective Human Resources Management......................................................................................  5 — 1 
HR Management Reporting...........................................................................................................................  5 — 1 

Human Resources Manager’s Duties and Responsibilities...................................................................................  5 — 2 
Human Resources Manager Is Also an Assistant to the Bank’s Senior Administrator ........................................  5 — 5 
Using This Manual ...............................................................................................................................................  5 — 8 

Contents of the Manual .................................................................................................................................  5 — 8 
Bank’s Training Library ................................................................................................................................  5 — 8 

CHAPTER 6 
MANAGING THE BANK’S CORPORATE CULTURE 

Corporate Culture Explained ................................................................................................................................  6 — 1 
Transforming the Corporate Culture.....................................................................................................................  6 — 2 

Prerequisites for Cultural Change..................................................................................................................  6 — 2 
The Cultural Transformation Process............................................................................................................  6 — 2 

The Desired Corporate Culture.............................................................................................................................  6 — 4 
The Bank’s Values and Principles.................................................................................................................  6 — 5 
Strategic Planning..........................................................................................................................................  6 — 5 
Leadership, Management, and Supervision...................................................................................................  6 — 6 
Business and Competitive Environment........................................................................................................  6 — 6 
Products, Services, and Sales Orientation .....................................................................................................  6 — 6 
Employee Cooperation and Teamwork .........................................................................................................  6 — 7 
Internal Bank Communication.......................................................................................................................  6 — 7 
Promotions, Rewards, and Recognition.........................................................................................................  6 — 7 
Grading the Questionnaire.............................................................................................................................  6 — 7 

Exhibit 6.1: Corporate Culture Survey .................................................................................................................  6 — 9 

CHAPTER 6A  
LAYOFF MANAGEMENT 

Choosing Who Gets Laid Off ............................................................................................................................  6A — 1 
Protecting the Bank from Future Litigation.......................................................................................................  6A — 1 
Six Actions to Avoid Litigations Due to a Layoff .............................................................................................  6A — 2 
Other Layoff Thoughts ......................................................................................................................................  6A — 3 

Outsource ...................................................................................................................................................  6A — 3 



COMMUNITY BANK HUMAN RESOURCES MANAGEMENT 
Contents 

ix 

 

Downsize....................................................................................................................................................  6A — 3 
Full-Time to Part-Time...............................................................................................................................  6A — 3 
Reduce the Pay of Some Employees ..........................................................................................................  6A — 3 

For More Information........................................................................................................................................  6A — 4 

CHAPTER 7 
RECRUITING AND SELECTING EMPLOYEES 

Achieving Results Through People ......................................................................................................................  7 — 1 
Inspection vs. Expectation.............................................................................................................................  7 — 1 
The Results Formula......................................................................................................................................  7 — 1 

Needs of the Bank vs. Needs of Individuals .........................................................................................................  7 — 2 
Bank Needs....................................................................................................................................................  7 — 2 
The Individual’s Needs..................................................................................................................................  7 — 2 
Conflicts Between Needs ..............................................................................................................................  7 — 3 

Recruiting Bank Human Resources......................................................................................................................  7 — 3 
Retention of New Hires Is the Goal...............................................................................................................  7 — 3 
Conflicts During Recruitment and Selection.................................................................................................  7 — 3 
Sources of Applicants....................................................................................................................................  7 — 4 
Full Disclosure Is the Answer .......................................................................................................................  7 — 6 

Applicant Selection Processes ..............................................................................................................................  7 — 6 
Future Internal Fraud Prevention...................................................................................................................  7 — 7 
Job Descriptions ............................................................................................................................................  7 — 7 
Job Analysis ..................................................................................................................................................  7 — 8 
Applicant Analysis ........................................................................................................................................  7 — 8 
EEOC Compliance When Hiring New Employees .....................................................................................  7 — 12 

Exhibit 7.1: Personality Testing .........................................................................................................................  7 — 15 
Exhibit 7.2: Sample Interview Questions ...........................................................................................................  7 — 18 

CHAPTER 8 
EMPLOYEE MOTIVATION 

Integrating New Employees into the Bank ...........................................................................................................  8 — 1 
Psychological Contract..................................................................................................................................  8 — 1 
New Employee Orientation ...........................................................................................................................  8 — 1 
Socialization and Integration of New Employees..........................................................................................  8 — 2 
Three Stages of Socialization and Integration ...............................................................................................  8 — 3 
Dynamics of Bank Socialization and Integration of New Employees...........................................................  8 — 4 

What Motivates People? .......................................................................................................................................  8 — 5 
Benefits, Needs, and Goals............................................................................................................................  8 — 6 
Creating the Right Atmosphere for Self-Motivation .....................................................................................  8 — 8 

Expectations and Goal Setting..............................................................................................................................  8 — 9 
Expectations ..................................................................................................................................................  8 — 9 
Goal Setting.................................................................................................................................................  8 — 11 

Management by Recitation .................................................................................................................................  8 — 14 
Bank’s Training Program ...................................................................................................................................  8 — 15 
Recognition Systems ..........................................................................................................................................  8 — 16 
Exhibit 8.1: Statement of Goals and Objectives .................................................................................................  8 — 18 

CHAPTER 9 
SALARY ADMINISTRATION 

Why Salary Administration Is Important..............................................................................................................  9 — 1 



COMMUNITY BANK HUMAN RESOURCES MANAGEMENT 
Contents 
x 

 

Management of Salary Administration.................................................................................................................  9 — 1 
Department Heads .........................................................................................................................................  9 — 2 
Human Resources Director............................................................................................................................  9 — 2 
Compensation Committee .............................................................................................................................  9 — 2 
The President .................................................................................................................................................  9 — 2 

Job Description Development...............................................................................................................................  9 — 2 
The Questionnaire .........................................................................................................................................  9 — 3 
Model Job Descriptions .................................................................................................................................  9 — 4 
Final Job Descriptions ...................................................................................................................................  9 — 4 

Exempt and Nonexempt Job Classifications.........................................................................................................  9 — 5 
Internal Bank Rankings of Jobs ............................................................................................................................  9 — 5 
Competitive Salaries Analysis ..............................................................................................................................  9 — 6 

Annual Audit of Job Descriptions .................................................................................................................  9 — 6 
External Salary Evaluation ............................................................................................................................  9 — 6 
Salaries in Relation to the Competition .........................................................................................................  9 — 7 
Setting Individual Salaries.............................................................................................................................  9 — 7 

Establishing Job Grades and Ranges ....................................................................................................................  9 — 7 
Changing Employee Salaries ................................................................................................................................  9 — 8 

Salary Reviews and Adjustments ..................................................................................................................  9 — 9 
Promotions ..................................................................................................................................................  9 — 10 
New Employees...........................................................................................................................................  9 — 10 

Exhibit 9.1: Job Description ...............................................................................................................................  9 — 11 
Exhibit 9.2: Paired Comparison Evaluation........................................................................................................  9 — 14 
Exhibit 9.3: Paired Comparison Evaluation........................................................................................................  9 — 16 
Exhibit 9.4: Grade and Salary Ranges ................................................................................................................  9 — 17 
Exhibit 9.5: Salary Setting Guideline (Percent)..................................................................................................  9 — 18 
Exhibit 9.6: Salary Setting Guideline (Dollars) ..................................................................................................  9 — 19 

CHAPTER 10 
PROBLEM EMPLOYEE MANAGEMENT 

Behaviour and Personal Problems ......................................................................................................................  10 — 1 
Ten Typical Behavior Problems ..................................................................................................................  10 — 1 
Who Is Responsible? ...................................................................................................................................  10 — 2 
Can We Be Counselors? ..............................................................................................................................  10 — 2 
What Are the Rules?....................................................................................................................................  10 — 3 
What Is Department Interference?...............................................................................................................  10 — 3 
How Should the Problem Be Approached? .................................................................................................  10 — 3 
Who Is Worthy of a Salvage Effort? ...........................................................................................................  10 — 4 
How Do We Avoid EEOC Charges?...........................................................................................................  10 — 4 

Problem Employee Interview .............................................................................................................................  10 — 5 
Preparing for the Interview..........................................................................................................................  10 — 5 
Conducting the Interview ............................................................................................................................  10 — 7 
Follow-Up ...................................................................................................................................................  10 — 8 

Conflict Resolution.............................................................................................................................................  10 — 8 
Alternative Ways to Resolve Conflicts........................................................................................................  10 — 9 
Obtain a Cease-Fire ...................................................................................................................................  10 — 10 
Passive, Assertive, and Aggressive Behavior............................................................................................  10 — 10 
Steps Toward Conflict Resolution.............................................................................................................  10 — 11 

When Criminal Activity Is Suspected ..............................................................................................................  10 — 14 
Situations That Prompt Investigations.......................................................................................................  10 — 15 
Investigation Procedures ...........................................................................................................................  10 — 15 
Investigating Suspects ...............................................................................................................................  10 — 15 
Interviewing Subjects ................................................................................................................................  10 — 16 



COMMUNITY BANK HUMAN RESOURCES MANAGEMENT 
Contents 

xi 

 

Written Statements ....................................................................................................................................  10 — 16 
Report to Management ..............................................................................................................................  10 — 17 
Use of Polygraph Machines.......................................................................................................................  10 — 17 
External Reporting.....................................................................................................................................  10 — 17 
Internal Reports .........................................................................................................................................  10 — 17 

Harassment Management Policies and Procedures...........................................................................................  10 — 17 
Making the Bank’s Harassment Policies Effective....................................................................................  10 — 18 

Termination ......................................................................................................................................................  10 — 19 
Exit Interviews ..........................................................................................................................................  10 — 19 

Exhibit 10.1: Employee Interview Preparation Worksheet ..............................................................................  10 — 21 
Exhibit 10.2: Summary of Interview Results....................................................................................................  10 — 23 
Exhibit 10.3: Special Investigation Interview Checklist...................................................................................  10 — 25 
Exhibit 10.4: Interview Record.........................................................................................................................  10 — 26 
Exhibit 10.5: Sample Written Statement ..........................................................................................................  10 — 27 
Exhibit 10.6: Basis for Using a Polygraph Test................................................................................................  10 — 28 

CHAPTER 11 
EMPLOYEE APPRAISALS  

Fundamentals of Employee Appraisals ..............................................................................................................  11 — 1 
Verbal Performance Appraisals ..........................................................................................................................  11 — 2 

Management by Recitation..........................................................................................................................  11 — 2 
Annual Salary Reviews ...............................................................................................................................  11 — 3 
Transfers and Promotions............................................................................................................................  11 — 3 

Written Performance Appraisals.........................................................................................................................  11 — 3 
Common Rating Errors................................................................................................................................  11 — 3 

Employee Performance Rating Form .................................................................................................................  11 — 4 
Avoiding Rating Errors ...............................................................................................................................  11 — 4 
Goal Setting.................................................................................................................................................  11 — 5 
Sheshunoff Information Services Forms .....................................................................................................  11 — 5 
A One-Page Appraisal Review Form from a Bank .....................................................................................  11 — 5 

Exhibit 11.1: Annual Employee Performance Appraisal....................................................................................  11 — 8 
Exhibit 11.2: Annual Supervisor Performance Appraisal (Includes Additional Management  
Skills Section)...................................................................................................................................................  11 — 12 
Exhibit 11.3: Employee Performance Self Appraisal ......................................................................................  11 — 19 

CHAPTER 12 
MODEL JOB DESCRIPTIONS 

Model Job Descriptions ......................................................................................................................................  12 — 1 
Model Bank Organization Chart.........................................................................................................................  12 — 1 
Model Payroll .....................................................................................................................................................  12 — 1 
Exhibit 12.1: Blank Job Description Form .........................................................................................................  12 — 3 
Exhibit 12.2: Model Bank Organization Chart ...................................................................................................  12 — 5 
Exhibit 12.3: Personnel Roster ...........................................................................................................................  12 — 6 



COMMUNITY BANK HUMAN RESOURCES MANAGEMENT 
Contents 
xii 

 

EMPLOYEE BENEFITS MANAGEMENT 

CHAPTER 13 
SOCIAL SECURITY, MEDICARE, AND WORKERS’ COMPENSATION 

The Social Security Act of 1935.........................................................................................................................  13 — 1 
Social Security Retirement Benefits ...................................................................................................................  13 — 1 

The Annual Social Security Statement ........................................................................................................  13 — 1 
Social Security’s Web Site ..........................................................................................................................  13 — 2 
Work Credits ...............................................................................................................................................  13 — 2 
Estimating Benefit Amounts .......................................................................................................................  13 — 2 
Survivors’ Benefits......................................................................................................................................  13 — 4 
Disability Benefits .......................................................................................................................................  13 — 4 
Full Retirement Age Will Be Changing ......................................................................................................  13 — 4 
Retiring Before Reaching Full Retirement Age ..........................................................................................  13 — 5 
Working Beyond Retirement Age ...............................................................................................................  13 — 5 
Survivors’ Death Benefits ...........................................................................................................................  13 — 5 
Loss of Benefits...........................................................................................................................................  13 — 6 
Taxation of Social Security Benefits ...........................................................................................................  13 — 6 

Medicare .............................................................................................................................................................  13 — 6 
Medicare on the Web...................................................................................................................................  13 — 7 
Medicare Is Two Programs in One..............................................................................................................  13 — 7 
Amount of Medicare Benefits .....................................................................................................................  13 — 7 
What Medicare Does Not Cover .................................................................................................................  13 — 9 
Medicaid......................................................................................................................................................  13 — 9 

Workers’ Compensation .....................................................................................................................................  13 — 9 
Workers Covered.......................................................................................................................................  13 — 10 
Injuries Covered ........................................................................................................................................  13 — 10 
Occupational Diseases...............................................................................................................................  13 — 10 
Benefits......................................................................................................................................................  13 — 10 
Secondary Injuries .....................................................................................................................................  13 — 11 
Workers’ Compensation Insurance Requirements ....................................................................................  13 — 12 
Problems with the Workers’ Compensation System .................................................................................  13 — 12 

CHAPTER 14 
DESIGNING AN EMPLOYEE PENSION PROGRAM 

Pensions and Retirement Plans...........................................................................................................................  14 — 1 
Defined Benefit Plans..................................................................................................................................  14 — 1 
Defined Contribution Plans .........................................................................................................................  14 — 2 
Nonqualified Plans ......................................................................................................................................  14 — 3 
Eligibility for Participation in a Defined Contribution Plan........................................................................  14 — 4 
Benefits Formulas........................................................................................................................................  14 — 4 
Vesting ........................................................................................................................................................  14 — 6 
General Concepts of Funding ......................................................................................................................  14 — 7 
Other Plan Provisions ..................................................................................................................................  14 — 7 

Introduction to the Employee Retirement Income Security Act (ERISA)..........................................................  14 — 8 
Tax Aspects .................................................................................................................................................  14 — 8 
General Qualification Requirements ...........................................................................................................  14 — 8 
Minimum Participation Standards ...............................................................................................................  14 — 9 
Coverage Requirements...............................................................................................................................  14 — 9 
Nondiscrimination Standards ....................................................................................................................  14 — 10 
Highly Compensated Employees...............................................................................................................  14 — 10 



COMMUNITY BANK HUMAN RESOURCES MANAGEMENT 
Contents 

xiii 

 

Eligibility to Participate.............................................................................................................................  14 — 11 
Limits on Employer Deductions................................................................................................................  14 — 11 
Top-Heavy Plans .......................................................................................................................................  14 — 11 
Social Security Integration/Permitted Disparity ........................................................................................  14 — 12 
Funding Guidelines ...................................................................................................................................  14 — 13 

CHAPTER 15 
MEDICAL AND HEALTH CARE BENEFITS 

Funding...............................................................................................................................................................  15 — 1 
Funding Medical Benefits Through an Insurance Policy ............................................................................  15 — 1 
Self-Funding Medical Benefits....................................................................................................................  15 — 1 
Hybrid Insurance/Self-Funding Plans .........................................................................................................  15 — 2 
There Is a Consumer Directed Health Care (CDHC) Option ......................................................................  15 — 2 

Administration....................................................................................................................................................  15 — 4 
Designing Your Bank’s Medical Benefits Package............................................................................................  15 — 4 
Cost Containment Strategies...............................................................................................................................  15 — 5 

Cost Sharing ................................................................................................................................................  15 — 5 
Utilization Review.......................................................................................................................................  15 — 7 
Preferred Provider Plans..............................................................................................................................  15 — 9 

Retiree Health Funding and Plan Design............................................................................................................  15 — 9 

CHAPTER 16 
OTHER EMPLOYEE BENEFITS 

Additional Benefits.............................................................................................................................................  16 — 1 
Dental Health Care Coverage .............................................................................................................................  16 — 1 

Structuring a Dental Plan for the Bank........................................................................................................  16 — 2 
Controlling the Bank’s Dental Care Costs...................................................................................................  16 — 3 

Eyeglasses...........................................................................................................................................................  16 — 3 
Prescription Drug Plans ......................................................................................................................................  16 — 4 
Dependent Care Assistance Plans.......................................................................................................................  16 — 4 
Social and Recreational Programs ......................................................................................................................  16 — 5 
Counseling Programs..........................................................................................................................................  16 — 6 

Employment Assistance Programs ..............................................................................................................  16 — 6 
Service Awards...................................................................................................................................................  16 — 7 
Legal Services Plans...........................................................................................................................................  16 — 7 
Wellness Programs .............................................................................................................................................  16 — 8 
Educational Assistance Programs.......................................................................................................................  16 — 9 
Pay for Time Not Worked ..................................................................................................................................  16 — 9 

Holidays ......................................................................................................................................................  16 — 9 
Vacations ...................................................................................................................................................  16 — 11 
Personal Absences .....................................................................................................................................  16 — 11 
Jury Duty ...................................................................................................................................................  16 — 12 
Time Off to Vote .......................................................................................................................................  16 — 12 
Death in the Family ...................................................................................................................................  16 — 12 
Short-Term Military Leave........................................................................................................................  16 — 12 
Miscellaneous Requests for Time Off .......................................................................................................  16 — 12 



COMMUNITY BANK HUMAN RESOURCES MANAGEMENT 
Contents 
xiv 

 

HUMAN RESOURCES COMPLIANCE MANAGEMENT 

CHAPTER 17 
HUMAN RESOURCES COMPLIANCE 

Overview of Human Resources Compliance......................................................................................................  17 — 1 
Executive Order 11246.......................................................................................................................................  17 — 2 

Components of an Affirmative Action Plan ................................................................................................  17 — 2 
Plan Preparation ..........................................................................................................................................  17 — 2 
Statistical Analysis ......................................................................................................................................  17 — 4 
Work Force Analysis...................................................................................................................................  17 — 4 
Utilization Analysis .....................................................................................................................................  17 — 4 
Submission of the Affirmative Action Plan and Recordkeeping.................................................................  17 — 5 
Compliance Reviews...................................................................................................................................  17 — 5 

Fair Labor Standards Act....................................................................................................................................  17 — 5 
Title VII of the Civil Rights Act of 1964............................................................................................................  17 — 7 

Pregnancy Discrimination Amendment.......................................................................................................  17 — 7 
Health Maintenance Organization Act ........................................................................................................  17 — 7 

Americans with Disabilities Act.........................................................................................................................  17 — 8 
ADA Employee Compliance Requirements ................................................................................................  17 — 9 
Bank’s Liability for Noncompliance .........................................................................................................  17 — 10 
Additional Compliance Help .....................................................................................................................  17 — 10 

Federal Family and Medical Leave Act............................................................................................................  17 — 10 
Important Definitions ................................................................................................................................  17 — 11 
FMLA Requirements.................................................................................................................................  17 — 11 
Restoration to Position ..............................................................................................................................  17 — 12 
Obligations of Employees .........................................................................................................................  17 — 12 
Bank’s Request from the Doctor for Facts and Circumstances .................................................................  17 — 13 
Military Related FMLA Leave ..................................................................................................................  17 — 13 
Waiver of Rights .......................................................................................................................................  17 — 13 
Employer Notice Obligations ....................................................................................................................  17 — 14 
Applicability of State Law.........................................................................................................................  17 — 14 

Consolidated Omnibus Budget Reconciliation Act (COBRA).........................................................................  17 — 14 
Omnibus Budget Reconciliation Act of 1993...................................................................................................  17 — 15 

Qualified Medical Child Support Orders...................................................................................................  17 — 15 
Employee Retirement and Income Act Of 1974...............................................................................................  17 — 16 

ERISA Preemption ....................................................................................................................................  17 — 16 
ERISA Coverage .......................................................................................................................................  17 — 16 
Does Your Employee Benefit Plan Fall Under ERISA Coverage? ...........................................................  17 — 16 
Savings Clause ..........................................................................................................................................  17 — 17 
Using the ERISA Preemption to Your Advantage ....................................................................................  17 — 18 
Self-Funded Health Plans ..........................................................................................................................  17 — 18 
Recent Developments................................................................................................................................  17 — 19 
ERISA Reporting Requirements ...............................................................................................................  17 — 20 

Fair Credit Reporting Act Compliance.............................................................................................................  17 — 20 
Written Applicant Authorization Required ...............................................................................................  17 — 21 
If the Credit Report Caused an Adverse Decision.....................................................................................  17 — 21 
Application to Existing Employees ...........................................................................................................  17 — 21 

Uniformed Services Employment and Reemployment Rights Act...................................................................  17 — 21 
All Employers Are Covered by USERRA.................................................................................................  17 — 22 
“Service” Is Far-Reaching.........................................................................................................................  17 — 22 
Time Off Before Service Starts .................................................................................................................  17 — 23 
Compensation............................................................................................................................................  17 — 23 
Health, Other Benefit Continuation Coverage...........................................................................................  17 — 23 



COMMUNITY BANK HUMAN RESOURCES MANAGEMENT 
Contents 

xv 

 

Employee Can Wait to Decide on Reinstatement......................................................................................  17 — 24 
Reinstatement Eligibility Criteria for Returning Employees.....................................................................  17 — 24 
Change in Employer’s Circumstances.......................................................................................................  17 — 26 
Escalator Principle.....................................................................................................................................  17 — 26 
USERRA and FMLA Eligibility ...............................................................................................................  17 — 27 
Reinstating Employees with Disabilities ...................................................................................................  17 — 27 
Pension Plan Obligations...........................................................................................................................  17 — 28 
Special Rules for Multi-Employer Plans ...................................................................................................  17 — 28 

Immigration Law Compliance..........................................................................................................................  17 — 29 
Exhibit 17.1: Authorization to Obtain a Credit Report.....................................................................................  17 — 30 
Exhibit 17.2: Notice of Adverse Action Based on a Credit Report ..................................................................  17 — 31 
Exhibit 17.3: DOL Form WH-380: Certification of Health Care Provider ......................................................  17 — 32 
Exhibit 17.4: DOL Form I-9: Employment Eligibility Verification .................................................................  17 — 36 

CHAPTER 17A 
FEDERAL LAWS APPLICABLE TO HR MANAGEMENT 

Federal Laws Applicable to All Banks ............................................................................................................  17A — 1 
1. Employee Polygraph Protection Act (EPPA) .......................................................................................  17A — 1 
2. Employee Retirement Income Security Act (ERISA) ..........................................................................  17A — 1 
3. Fair Credit Reporting Act (FCRA).......................................................................................................  17A — 1 
4. Fair Labor Standards Act (FLSA) ........................................................................................................  17A — 1 
5. Health Insurance Portability and Accountability Act (HIPAA) ...........................................................  17A — 2 
6. Immigration Reform and Control Act (IRCA) .....................................................................................  17A — 2 
7. National Labor Relation Act (NLRA) ..................................................................................................  17A — 2 
8. Occupational Safety and Health Act (OSHA) ......................................................................................  17A — 2 
9. Uniformed Services Employment and Reemployment Rights Act (USERRA) ...................................  17A — 2 
10. Executive Order 11246.......................................................................................................................  17A — 2 
11. Rehabilitation Act...............................................................................................................................  17A — 2 
12. Vietnam Era Veterans’ Readjustment Assistance Act........................................................................  17A — 3 

If the Bank Has More Than 15 Employees......................................................................................................  17A — 3 
1. American with Disabilities Act (ADA) ................................................................................................  17A — 3 
2. Title VII, Civil Rights Act....................................................................................................................  17A — 3 
3. Pregnancy Discrimination Act (PDA) ..................................................................................................  17A — 3 

If the Bank Has More Than 20 Employees......................................................................................................  17A — 3 
1. Age Discrimination in Employment Act (ADEA) ...............................................................................  17A — 3 
2. Consolidated Omnibus Budget Reconciliation Act (COBRA).............................................................  17A — 3 

If the Bank Has More Than 50 Employees......................................................................................................  17A — 3 
1. Family and Medical Leave Act (FMLA)..............................................................................................  17A — 4 
2. Executive Order 11246.........................................................................................................................  17A — 4 
3. Rehabilitation Act.................................................................................................................................  17A — 4 
4. Vietnam Era Veterans’ Readjustment Assistance Act..........................................................................  17A — 4 

If the Bank Has More Than 100 Employees....................................................................................................  17A — 4 
Title VII, Civil Rights Act........................................................................................................................  17A — 4 
Worker Adjustment and Retraining Notification Act (Warn Act)............................................................  17A — 4 

State Laws .......................................................................................................................................................  17A — 4 

TRAINING AND HUMAN RESOURCES DEVELOPMENT 

CHAPTER 18 
TRAINING AND DEVELOPMENT 

Training and Motivation.....................................................................................................................................  18 — 1 



COMMUNITY BANK HUMAN RESOURCES MANAGEMENT 
Contents 
xvi 

 

Art of Training....................................................................................................................................................  18 — 1 
Organizing the Training Process ........................................................................................................................  18 — 2 

Who Is Responsible for Training?...............................................................................................................  18 — 2 
Planning, Organizing, and Administering a Training Program ...................................................................  18 — 2 

Identifying Training Needs.................................................................................................................................  18 — 3 
Job Descriptions and Performance Standards..............................................................................................  18 — 4 
Other Ways of Identifying Training Needs .................................................................................................  18 — 4 

Prioritizing Training Needs ................................................................................................................................  18 — 5 
Training Methods ...............................................................................................................................................  18 — 6 

Alternative Training Methodologies ...........................................................................................................  18 — 6 
Exhibit 18.1: Employee Training Card.............................................................................................................  18 — 11 
Exhibit 18.2: On-the-Job Training Plan............................................................................................................  18 — 13 
Exhibit 18.3: Instructions for Discussion Leaders............................................................................................  18 — 14 

CHAPTER 19 
PERFORMANCE MANAGEMENT 

Model Performance Management System..........................................................................................................  19 — 1 
Understanding the Process ..........................................................................................................................  19 — 1 

Department’s Purpose.........................................................................................................................................  19 — 2 
Departmental Goals ............................................................................................................................................  19 — 3 
Customer<Me<Supplier Analyses......................................................................................................................  19 — 3 

Customers and Suppliers Defined ...............................................................................................................  19 — 4 
Quality Service and the External Customer.................................................................................................  19 — 4 
Quality Service and the Internal Customer..................................................................................................  19 — 5 
Difficulties in Implementing Customer<Me<Supplier Quality Chains.......................................................  19 — 5 
What Do Your Customers Want? ................................................................................................................  19 — 6 
Rewrite Job Descriptions.............................................................................................................................  19 — 7 

Position Analyses and Descriptions....................................................................................................................  19 — 7 
Importance of Job Descriptions...................................................................................................................  19 — 7 
Job Analysis ................................................................................................................................................  19 — 8 
Who Analyzes the Jobs and Writes the Job Descriptions............................................................................  19 — 8 

Job-Filling Procedures........................................................................................................................................  19 — 8 
Applicant Analysis ....................................................................................................................................  19 — 10 
In-Depth Interviewing of Applicants.........................................................................................................  19 — 10 
Reference Checks ......................................................................................................................................  19 — 12 
Selection Process .......................................................................................................................................  19 — 12 

Performance Standards .....................................................................................................................................  19 — 12 
Criteria for Performance Standards ...........................................................................................................  19 — 13 
Establishing Standards...............................................................................................................................  19 — 14 
Standards Other Than Performance Standards ..........................................................................................  19 — 14 

Training Requirements .....................................................................................................................................  19 — 15 
Performance Goals ...........................................................................................................................................  19 — 15 

Feedback Based on Objectives and Goals .................................................................................................  19 — 16 
Performance Appraisal .....................................................................................................................................  19 — 17 

Fundamentals of Employee Appraisal Systems.........................................................................................  19 — 17 
Oral Performance Appraisals.....................................................................................................................  19 — 18 
Formal Written Performance Review System ...........................................................................................  19 — 18 
Employee Performance Rating Form ........................................................................................................  19 — 20 

Performance Improvement Goals .....................................................................................................................  19 — 20 
Recognition and Rewards .................................................................................................................................  19 — 20 
Analyze the Performance System.....................................................................................................................  19 — 21 
Exhibit 19.1: Departmental Mission/Purpose/Goals Statement........................................................................  19 — 22 



COMMUNITY BANK HUMAN RESOURCES MANAGEMENT 
Contents 

xvii 

 

CHAPTER 20 
DELEGATION 

How Not to Delegate ..........................................................................................................................................  20 — 1 
Delegation Guidance ..........................................................................................................................................  20 — 1 
Assigning Tasks..................................................................................................................................................  20 — 3 
Requirements of Successful Delegation .............................................................................................................  20 — 4 

Delegate Authority and Responsibility........................................................................................................  20 — 5 
Monitoring After Delegation .......................................................................................................................  20 — 6 

CHAPTER 21 
EMPOWERMENT 

Vision Helps with Empowerment.......................................................................................................................  21 — 1 
What Kind of Employees Does Your Bank Have?.............................................................................................  21 — 2 
What Is Empowerment? .....................................................................................................................................  21 — 3 
Keys to Empowerment .......................................................................................................................................  21 — 3 

Sharing Information.....................................................................................................................................  21 — 4 
Setting Organizational Boundaries..............................................................................................................  21 — 5 

Everyone Is a Coach in an Empowered Organization ........................................................................................  21 — 7 
Conviction-Driven.......................................................................................................................................  21 — 8 
Overlearning................................................................................................................................................  21 — 8 
Audible-Ready.............................................................................................................................................  21 — 9 
Consistency .................................................................................................................................................  21 — 9 
Honesty-Based.............................................................................................................................................  21 — 9 

Mistakes Are an Opportunity to Increase Competence ....................................................................................  21 — 10 
When People Do Things Right and When They Do Things Wrong.................................................................  21 — 11 

CHAPTER 22 
GOAL SETTING 

Bank Needs and Employee Needs......................................................................................................................  22 — 1 
Bank’s Needs...............................................................................................................................................  22 — 1 
Individual’s Needs.......................................................................................................................................  22 — 1 

Motivation and Goal Attainment ........................................................................................................................  22 — 1 
Benefits, Needs, and Goals..........................................................................................................................  22 — 2 

Motivation and Personal Goals Are Closely Related..........................................................................................  22 — 3 
Creating the Right Atmosphere for Self-Motivation ...................................................................................  22 — 4 

Management by Recitation .................................................................................................................................  22 — 6 
Goal Setting Starts with the Bank’s Mission ......................................................................................................  22 — 7 

Departmental Mission/Purpose Statements .................................................................................................  22 — 7 
Departmental Objectives and Goals ............................................................................................................  22 — 7 
Individuals’ Objectives and Goals...............................................................................................................  22 — 8 
Statements of Goals and Objectives Used in Annual Performance Reviews ..............................................  22 — 8 

Exhibit 22.1: Departmental Mission/Purpose/Goals Statement..........................................................................  22 — 9 
Exhibit 22.2: Personal Mission/Purpose/Goals Statement................................................................................  22 — 10 

CHAPTER 23 
MODEL CUSTOMER RELATIONS HANDBOOK: 

BASIC RULES OF CUSTOMER CONTACT FOR ALL BANK EMPLOYEES 

The Model Handbook.........................................................................................................................................  23 — 1 
Highest Priority: Keep Existing Customers........................................................................................................  23 — 2 



COMMUNITY BANK HUMAN RESOURCES MANAGEMENT 
Contents 
xviii 

 

What Is Quality Customer Service?....................................................................................................................  23 — 2 
Courtesy ......................................................................................................................................................  23 — 2 
Reliability and Dependability......................................................................................................................  23 — 3 
Credibility....................................................................................................................................................  23 — 3 
Responsiveness............................................................................................................................................  23 — 3 
Making the Right Impression ......................................................................................................................  23 — 4 
Customer Service Objectives.......................................................................................................................  23 — 4 
The Importance of a Positive Attitude.........................................................................................................  23 — 4 
Acknowledge Promptly and Ask How You Can Help ................................................................................  23 — 4 
Introduce Yourself When Appropriate ........................................................................................................  23 — 5 
Smile and Call the Customer by Name........................................................................................................  23 — 5 
Offer a Sincere Greeting..............................................................................................................................  23 — 5 
The Importance of Eye Contact...................................................................................................................  23 — 5 
Tell Customers That You Appreciate Their Business .................................................................................  23 — 5 
Dress and Grooming Standards ...................................................................................................................  23 — 6 
No Personal Business on Bank Time ..........................................................................................................  23 — 6 
Confidentiality.............................................................................................................................................  23 — 6 

Verbal and Nonverbal Communication ..............................................................................................................  23 — 6 
Communication Barriers .............................................................................................................................  23 — 7 
The Art of Effective Listening.....................................................................................................................  23 — 9 
Nonverbal Communication .......................................................................................................................  23 — 10 
Communicating by Asking Questions .......................................................................................................  23 — 11 
Communicating by Answering Customer Questions.................................................................................  23 — 12 
Guidelines for Referring Customers..........................................................................................................  23 — 12 
How to Handle Interruptions .....................................................................................................................  23 — 13 

Handling Problem Customers and Situations ...................................................................................................  23 — 14 
Problem Customers ...................................................................................................................................  23 — 14 
Saying No Diplomatically and Making It Stick.........................................................................................  23 — 17 

CHAPTER 24 
CUSTOMER PRIVACY 

A Regulatory Hot Button....................................................................................................................................  24 — 1 
A Model Policy Statement: Privacy of Customer Information...........................................................................  24 — 1 
General Instructions for Bank Employees ..........................................................................................................  24 — 2 
Privacy Statement for the Bank’s Web Site........................................................................................................  24 — 2 
Federal Law as It Applies to Customer Confidentiality .....................................................................................  24 — 2 

The Gramm-Leach-Bliley Act of 1999........................................................................................................  24 — 3 
The Bank Secrecy Act of 1970....................................................................................................................  24 — 6 
The Fair Credit Reporting Act of 1970........................................................................................................  24 — 6 
The Privacy Act of 1974..............................................................................................................................  24 — 7 
Right to Financial Privacy Act ....................................................................................................................  24 — 7 
Tax Reform Act and Internal Revenue Service (IRS) Procedures.............................................................  24 — 11 

The Effects of State Privacy Laws....................................................................................................................  24 — 11 
Privacy Issues vs. Reporting of Suspected Crimes ...........................................................................................  24 — 14 
A Model Credit Information Exchange System................................................................................................  24 — 14 

Incoming Commercial Credit Inquiries .....................................................................................................  24 — 15 
Credit Investigations of New Customers...................................................................................................  24 — 17 
Legislation on Commercial Credit Information Exchange........................................................................  24 — 18 

Exhibit 24.1: Model Credit Information Letter.................................................................................................  24 — 20 
Exhibit 24.2: A Credit Inquiry Worksheet........................................................................................................  24 — 21 
Exhibit 24.3: Model Disclosure Clauses from the Regulation..........................................................................  24 — 22 
Exhibit 24.4: Model Privacy Disclosure Statement/Letter ...............................................................................  24 — 24 



COMMUNITY BANK HUMAN RESOURCES MANAGEMENT 
Contents 

xix 

 

CHAPTER 25 
A MODEL TELLER TRAINING MANUAL 

General Responsibilities .....................................................................................................................................  25 — 2 
Introduction .................................................................................................................................................  25 — 2 
General Responsibilities ..............................................................................................................................  25 — 2 
Working with Customers.............................................................................................................................  25 — 3 

Teller Operating Policies ....................................................................................................................................  25 — 4 
Bank Fees ....................................................................................................................................................  25 — 5 

Care and Handling of Money .............................................................................................................................  25 — 5 
Introduction .................................................................................................................................................  25 — 5 
Counterfeit Currency and Coin....................................................................................................................  25 — 6 
Memorizing Currency Portraits ...................................................................................................................  25 — 7 
Packaging Currency.....................................................................................................................................  25 — 7 
Handling Coin .............................................................................................................................................  25 — 8 
Buying and Selling Money..........................................................................................................................  25 — 8 

Handling Checks and Negotiable Instruments....................................................................................................  25 — 9 
Introduction and Definitions........................................................................................................................  25 — 9 
Types of Checks ........................................................................................................................................  25 — 10 
Drafts.........................................................................................................................................................  25 — 11 
How to Identify Customers .......................................................................................................................  25 — 12 
Endorsements ............................................................................................................................................  25 — 13 
Check Cashing Policies .............................................................................................................................  25 — 15 

Daily Work Procedures ....................................................................................................................................  25 — 20 
Accepting Deposits....................................................................................................................................  25 — 20 
Balancing...................................................................................................................................................  25 — 23 
Avoiding Outages......................................................................................................................................  25 — 24 
Goal Setting...............................................................................................................................................  25 — 24 
Prevent Interruptions .................................................................................................................................  25 — 25 
The Pace of the Day ..................................................................................................................................  25 — 25 

Security Procedures ..........................................................................................................................................  25 — 26 
Protective Measures...................................................................................................................................  25 — 26 
Controlling Swindles and Robberies .........................................................................................................  25 — 27 
Special Situations ......................................................................................................................................  25 — 29 

Exhibit 25.1: Currency Transaction Report Procedure.....................................................................................  25 — 30 
Exhibit 25.2: Bank Dress Code Guidelines ......................................................................................................  25 — 32 
Exhibit 25.3: Balancing Procedure Checklist ...................................................................................................  25 — 33 

CHAPTER 26 
CHOOSING AMONG APPLICANTS FOR JOB OPENINGS 

Interviewing Applicants .....................................................................................................................................  26 — 1 
Preparation...................................................................................................................................................  26 — 1 
Select Areas of Interview Concentration.....................................................................................................  26 — 1 
Conducting the Selection Interview ............................................................................................................  26 — 2 

The Interview Reporting Worksheet...................................................................................................................  26 — 3 
The Selection Process.........................................................................................................................................  26 — 3 
Background Screening of Candidates.................................................................................................................  26 — 3 

The Bank’s Employment Application .........................................................................................................  26 — 4 
Background Checks.....................................................................................................................................  26 — 4 

EEOC Compliance When Hiring New Employees ............................................................................................  26 — 5 
Exhibit 26.1: Sample Interview Questions .........................................................................................................  26 — 6 
Exhibit 26.2: Interview Worksheet.....................................................................................................................  26 — 9 
Exhibit 26.3: Acknowledgement ......................................................................................................................  26 — 11 



COMMUNITY BANK HUMAN RESOURCES MANAGEMENT 
Contents 
xx 

 

Exhibit 26.4: EEOC Compliance When Hiring New Employees.....................................................................  26 — 13 

CHAPTER 27 
SERVICE QUALITY MANAGEMENT 

Moments of Truth...............................................................................................................................................  27 — 1 
Moments of Truth Need to Be Managed .....................................................................................................  27 — 2 
Unmanaged Moments of Truth Regress to Mediocrity ...............................................................................  27 — 2 

Cycles of Service ................................................................................................................................................  27 — 3 
The Service Triangle ...................................................................................................................................  27 — 3 
A Customer-Driven Strategic Plan ..............................................................................................................  27 — 4 
Customer Contact Employees and the Strategic Plan..................................................................................  27 — 4 
Policies, Procedures, and Systems...............................................................................................................  27 — 4 

Customer<Me<Supplier Relationships...............................................................................................................  27 — 5 
Customers and Suppliers Defined ...............................................................................................................  27 — 5 
Quality Service and the External Customer.................................................................................................  27 — 6 
Quality Service and the Internal Customer..................................................................................................  27 — 6 
Difficulties in Implementing Customer<Me<Supplier Quality Chains.......................................................  27 — 7 

What Is Quality Customer Service?....................................................................................................................  27 — 8 
Courtesy ......................................................................................................................................................  27 — 8 
Reliability and Dependability......................................................................................................................  27 — 8 
Credibility....................................................................................................................................................  27 — 9 
Responsiveness..........................................................................................................................................  27 — 10 
Accessibility ..............................................................................................................................................  27 — 10 
How One Bank’s Quality Service Program Got Started............................................................................  27 — 11 

What Other Banks Are Doing...........................................................................................................................  27 — 14 
Teller Friendliness Standards ....................................................................................................................  27 — 14 
Random Telephone Calls to Customers ....................................................................................................  27 — 15 
New Accounts Thank You Cards ..............................................................................................................  27 — 16 
New Accounts Survey ...............................................................................................................................  27 — 16 
Closed Accounts Survey............................................................................................................................  27 — 17 
Determine Account Attrition Rates ...........................................................................................................  27 — 19 
Verifying Statement Accuracy ..................................................................................................................  27 — 19 
Large Deposit Customers ..........................................................................................................................  27 — 19 
Establish a Customer Satisfaction Fund ....................................................................................................  27 — 20 
Preferred Customer Discounts...................................................................................................................  27 — 20 
Letters Posted on a Bulletin Board ............................................................................................................  27 — 20 
Employees Define Customer Service ........................................................................................................  27 — 20 
A Connecticut Bank Implements Quality Management ............................................................................  27 — 21 
Mystery Shoppers......................................................................................................................................  27 — 22 
Customers Are Called by a Colorado Bank...............................................................................................  27 — 22 
The Taco Bell Analogy .............................................................................................................................  27 — 22 
Statement Stuffer Survey Form .................................................................................................................  27 — 23 
Telephone Courtesy...................................................................................................................................  27 — 23 
Establish Standards....................................................................................................................................  27 — 24 
Customer Relations — Basic Rules for All Bank Employees ...................................................................  27 — 25 
Customer Service Research.......................................................................................................................  27 — 25 

CHAPTER 28 
BANK SECRECY ACT TRAINING 

A Regulatory Hot Button.................................................................................................................................... 28 — 1 
Begin with Suspicious Activity Reporting Training........................................................................................... 28 — 1 

Circumstances When Reporting Is Required............................................................................................... 28 — 1 



COMMUNITY BANK HUMAN RESOURCES MANAGEMENT 
Contents 

xxi 

 

Computer Crimes ........................................................................................................................................ 28 — 1 
SAR Reporting Deadlines ........................................................................................................................... 28 — 2 
Circumstances When the SAR Form Need Not Be Filed ............................................................................ 28 — 2 
Where to Mail the SAR Report ................................................................................................................... 28 — 2 
Record Retention......................................................................................................................................... 28 — 3 
Reports to the Board of Directors................................................................................................................ 28 — 3 
Confidentiality of SARs and Legal Safe Havens......................................................................................... 28 — 3 

Reporting Currency Transactions ....................................................................................................................... 28 — 3 
Examples of Reportable Transactions ......................................................................................................... 28 — 3 
Exemptions.................................................................................................................................................. 28 — 3 
Other Currency Reporting Rules ................................................................................................................. 28 — 5 
Records Retention ....................................................................................................................................... 28 — 5 

Customer Identification Procedures.................................................................................................................... 28 — 6 
Personal Identification Verification Procedures .......................................................................................... 28 — 6 
Business Identification and Verification Procedures................................................................................... 28 — 7 

Logs of $3,000 Transactions............................................................................................................................... 28 — 7 
Submitting CTR Reports .................................................................................................................................... 28 — 8 
Multiple Transactions ......................................................................................................................................... 28 — 9 
Responsibilities................................................................................................................................................... 28 — 9 
Foreign Transactions ........................................................................................................................................ 28 — 10 
Exhibit 28.1: Blank Suspicious Activity Report (SAR) Form.......................................................................... 28 — 11 
Exhibit 28.2: Blank CTR Form (FinCEN Form 104) ....................................................................................... 28 — 16 
Exhibit 28.3: Statement in Support of a Request for a Large Currency Transaction Exemption ..................... 28 — 20 

CHAPTER 29 
AVIAN FLU PREPARATION GUIDANCE 

Pandemic: The Scenario Unfolds .......................................................................................................................  29 — 1 
How Serious Is the Threat? .........................................................................................................................  29 — 2 
Responding to the Threat.............................................................................................................................  29 — 2 

Human Resources Considerations ......................................................................................................................  29 — 4 
Refusing to Work ........................................................................................................................................  29 — 5 
Worker’s Compensation..............................................................................................................................  29 — 5 
Disability Insurance.....................................................................................................................................  29 — 6 
Family and Medical Leave Act (FMLA) Considerations ............................................................................  29 — 6 
Americans with Disabilities Act (ADA) Considerations.............................................................................  29 — 6 

Premises Liability Issues and a Duty to Protect..................................................................................................  29 — 7 
Other Resources..................................................................................................................................................  29 — 7 
Exhibit 29.1: Interagency Advisory on Influenza Pandemic Preparedness ........................................................  29 — 8 
Exhibit 29.2: Pandemic Preparedness Actions for HR Departments ................................................................  29 — 11 

CHAPTER 30 
FRAUDULENT CASHIER’S CHECKS 

Fraudulent Cashier’s Check Scenarios ...............................................................................................................  30 — 1 
Two Issues Facing the Bank...............................................................................................................................  30 — 2 
Risks to the Bank................................................................................................................................................  30 — 2 
What Actions Should the Bank Take..................................................................................................................  30 — 2 
Debt Elimination Fraud ......................................................................................................................................  30 — 3 
Fraudulent Cashier’s Checks ..............................................................................................................................  30 — 4 
Fraudulent Debt Elimination Schemes ...............................................................................................................  30 — 5 
 



COMMUNITY BANK HUMAN RESOURCES MANAGEMENT 
Contents 
xxii 

 

 


