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Business & Computer Science

COURSE:  

Banking and Investing
UNIT 13: 

BCS_BI_13 Customer Service in Banking
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Annotation: 
This unit will cover four customer service jobs that are found in every bank in our nation.  The importance and roles of a bank teller, new accounts representative, loan officer, and a bookkeeper will be explained throughout the unit.

Grade(s):  

	X
	9th

	X
	10th

	X
	11th

	X
	12th


Time:  
11 Hours 

Author: 
Doris Reins

Students with Disabilities:

For students with disabilities, the instructor should refer to the student's IEP to be sure that the accommodations specified are being provided appropriately. Instructors should also familiarize themselves with the provisions of Behavior Intervention Plans that may be part of a student's IEP. Frequent consultation with a student's special education instructor will be beneficial in providing appropriate differentiation. Many students (both with and without disabilities) who struggle with reading may benefit from the use of text reading software or other technological aids to provide access to printed materials. Many of these are available at little or no cost on the internet.
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GPS Focus Standards: 
BCS-BI-13.  Students will provide customer service in banking. 

a. 
Perform basic bank teller functions (i.e., prepare deposit slips; cash checks; verify endorsements; tender cash; balance cash drawer; issue cashier’s checks, savings bonds, money orders, traveler’s checks, bank drafts, and cash advances; facilitate usage of safe deposit boxes; respond to balance inquiries; transfer funds between accounts; detect and report counterfeit money; conduct customer identification procedures; recognize customer motivation and buying behavior; implement sales promotion, selling and service distribution components of bank’s marketing plan). 

b. 
Perform new account functions (i.e., analyze customer needs; recognize customer motivation and buying behavior;  implement sales promotion, selling and service distribution components of bank’s marketing plan; input customer information, issue customer signature cards for accounts, issue safe deposit box). 

c.
Perform lending functions (i.e., recognize customer motivation and buying behavior; implement sales promotion, selling and service distribution components of bank’s marketing plan; analyze best loan alternative for customer; obtain written loan application; obtain credit report; evaluate collateral; approve/deny loan application; obtain required signatures; disburse loan funds). 

GPS Academic Standards:
ELA10RC3 
The student acquires new vocabulary in each content area and uses it correctly.

ELA10LSV1 
The student participates in student-to-teacher, student-to-student, and group verbal interactions.

MMFN1. 
Students will use fractions, percents, and ratios to solve problems related to stock transactions, credit  cards, taxes, budgets, automobile purchases, fuel economy, Social Security, Medicare, retirement planning, checking and saving accounts and other related finance applications.

MMFP1. 
Students will solve problems (using appropriate technology).

MMFP2. 
Students will reason and evaluate mathematical arguments.

MMFP3. 
Students will communicate mathematically.

MMFP5. 
Students will represent mathematics in multiple ways.

BCS-BCP-2. 
Students will understand the nature of and practice oral communication by communicating in a clear, courteous, concise, and appropriate manner.

BCS-BCP-3. 
Students will listen discriminately and respond appropriately to oral communication.

BCS-BCP-6. 
Students will demonstrate the ability to effectively communicate using a variety of written techniques in business and personal environments.

BCS-BCP-7. 
Students will effectively demonstrate the ability to communicate using a variety of oral and listening techniques in business and personal environments.

National / Local Standards / Industry / ISTE:
I. Personal Decision Making Achievement Standard: Use a rational decision-making process as it applies to the roles of citizens, workers, and consumers.

VI. Banking and Financial Institutions Achievement Standard: Evaluate services provided by financial deposit institutions to transfer funds.

Mathematical Foundations Achievement Standard: Apply basic mathematical operations to solve problems.

VI. Problem-Solving Applications Achievement Standard: Use mathematical procedures to analyze and solve business problems.
I. Foundations of Communication Achievement Standard: Communicate in a clear, complete, concise, correct, and courteous manner on personal and professional levels.
II. Societal Communication Achievement Standard: Apply basic social communication skills in personal and professional situations.

III. Workplace Communication Achievement Standard: Incorporate appropriate leadership and supervision techniques, customer service strategies, and personal ethics standards to communicate effectively with various business constituencies.
IV. Technological Communication Achievement Standard: Use technology to enhance the effectiveness of communication.
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Enduring Understandings: 
Students will understand the significance of the customer service division in banking. Students will learn the specific roles of each job in the customer service division and how it directly affects the bank as a whole. They will be able to understand the importance of Customer Service positions and that the experience gained in a customer service position can be transferred to almost any other type of industry. 

Essential Questions: 
· What is the role of someone working in Customer Service in a bank setting? 

· What is the importance of the work of a Bank Teller?
· What are the duties and responsibilities of a New Accounts Representative?

· Why is the job of a Loan Officer significant?

· How does the job of Bookkeeper relate to customer service?
· What opportunities do Customer Service Representatives have?
Knowledge from this Unit:  
Students will be able to: 
· Define vocabulary used in the customer service area of banking.
· Describe the general duties and responsibilities of a bank teller, new accounts representative, loan officer, and a bookkeeper.

· Illustrate an understanding of the similarities and differences of the four customer service jobs discussed.
Skills from this Unit:  
Students will:

· Outline the four customer service jobs in the banking industry.

· Develop interview questions and conduct an interview.
· Differentiate between the duties and responsibilities of the various customer service jobs.
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Assessment Method Type: 
	
	Pre-test

	X
	Objective assessment - multiple-choice, true- false, etc.

	
	X Quizzes/Tests

_X_ Unit test

	
	Group project

	X
	Individual project

	
	Self-assessment - May include practice quizzes, games, simulations, checklists, etc.

	
	__ Self-check rubrics   

__ Self-check during writing/planning process

__ Journal reflections on concepts, personal experiences and impact on one’s life

__ Reflect on evaluations of work from teachers, business partners, and competition judges

__ Academic prompts

__ Practice quizzes/tests

	X
	Subjective assessment/Informal observations

	
	__ Essay tests

_X_ Observe students working with partners

_X_ Observe students role playing

	
	Peer-assessment  

	
	__ Peer editing & commentary of products/projects/presentations using rubrics

__ Peer editing and/or critiquing

	X
	Dialogue and Discussion

	
	__ Student/teacher conferences

_X_ Partner and small group discussions

_X_ Whole group discussions

_X_ Interaction with/feedback from community members/speakers and business partners

	
	Constructed Responses

	
	__ Chart good reading/writing/listening/speaking habits

__ Application of skills to real-life situations/scenarios

	X
	Post-test


Assessment Attachments and / or Directions: 
Customer Service in Banking Vocabulary Quiz

Customer Service in Banking Vocabulary Quiz Answer Key
Customer Service in Banking Unit Test
Customer Service in Banking Unit Test Answer Key
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•
LESSON 1: INTRODUCTION TO CUSTOMER SERVICE IN BANKING

1.
Identify the standards. Standards should be posted in the classroom.     


BCS-BI-13.  Students will provide customer service in banking. 

a. Perform basic bank teller functions (i.e., prepare deposit slips; cash checks; verify endorsements; tender cash; balance cash drawer; issue cashier’s checks, savings bonds, money orders, traveler’s checks, bank drafts, and cash advances; facilitate usage of safe deposit boxes; respond to balance inquiries; transfer funds between accounts; detect and report counterfeit money; conduct customer identification procedures; recognize customer motivation and buying behavior; implement sales promotion, selling and service distribution components of bank’s marketing plan). 

b. Perform new account functions (i.e., analyze customer needs; recognize customer motivation and buying behavior;  implement sales promotion, selling and service distribution components of bank’s marketing plan; input customer information, issue customer signature cards for accounts, issue safe deposit box). 

c. Perform lending functions (i.e., recognize customer motivation and buying behavior; implement sales promotion, selling and service distribution components of bank’s marketing plan; analyze best loan alternative for customer; obtain written loan application; obtain credit report; evaluate collateral; approve/deny loan application; obtain required signatures; disburse loan funds). 

d. Perform bookkeeping functions (i.e., post and balance general ledger, process stop payments, prepare bank statements, assist customer with account reconciliation, process NSF’s, encode transactions, transmit proof data to processing center, prepare balance settlement, process return items). 
2.
Review Essential Questions. Post Essential Questions in the classroom. 

· What is the role of someone working in Customer Service in a bank setting? 

· What is the importance of the work of a Bank Teller?

· What are the duties and responsibilities of a New Accounts Representative?

· Why is the job of Loan Officer significant?

· How does the job of Bookkeeper relate to customer service?
3. Identify and review the unit vocabulary. Terms may be posted on word wall. Use the Customer Service in Banking Vocabulary Guide as a reference. 
	Deposit Slips
	Endorsement
	Tender Cash

	Cashier’s Check
	Savings Bond
	Money Order

	Traveler’s Check
	Bank Draft
	Cash Advance

	Safe Deposit Box
	Balance
	Transfer

	Counterfeit
	Credit Report
	Collateral

	Disburse
	General Ledger
	Reconciliation

	Non-Sufficient Funds
	Encode
	Bank Teller

	Bookkeeping
	Bookkeeper
	


4.
Interest approach- Role Play: Choose two students to play the part of a customer service representative and a customer.  Give the volunteers 5 minutes to think about how to role-play the parts. If you have clothes available allow the volunteers to dress up for their particular role. 

Scenario:  The customer comes in with a bank statement and tells the customer service rep. that the bank has messed up his/her checking account and caused checks to bounce.  The customer is very angry and demands that the customer service rep. fix the problem immediately.  


The customer service rep. is to keep calm and ask for the customer’s check register and bank statement so he/she can look over them.


The customer doesn’t want to get out the check register because he/she knows the mistake is on the bank’s side.


The customer service rep. must still keep calm and try to get the customer to see that he/she only wants to compare the statement to the register to find what mistake the bank might have made.

5. As the volunteers are preparing for the role-play, tell the rest of the class to take out paper and pencil and take notes throughout the skit.  They are to jot down praises on the good ways the customer service rep. handled the situation and suggestions on how to better handle the problem. 
6. Introduce the vocabulary for the unit.  Hand out the Customer Service in Banking Vocabulary Guide and have students make a set of flash cards of the definitions.  Students should have the flash cards with them in class each day in order to study the words for a vocabulary quiz.
7. Summary: Close the class period by explaining that the next lessons will cover the duties and responsibilities of some common customer service jobs in banking.
•
LESSON 2:  CUSTOMER SERVICE JOBS: DUTIES AND RESPONSIBILITIES

1.
Review Essential Questions. Post Essential Questions in the classroom. 
· What is the role of someone working in Customer Service in a bank setting? 

· What is the importance of the work of a Bank Teller?

· What are the duties and responsibilities of a New Accounts Representative?

· Why is the job of Loan Officer significant?
2. Present the Customer Service in Banking PowerPoint.  Have students take notes. Make sure to explain to them that the PowerPoint is divided into 4 sections covering the different jobs of customer service in a bank. Slides 4-14 will cover a Bank Teller, 15-21 will be over the New Accounts Representative, 22-28 the Loan Officers, and the last section will be slides 29-35 covering Bookkeeping. 
3. Students should keep each job separate in their notes so they do not get them confused. Make sure to answer any questions they may have after each job description. The PowerPoint will cover the job descriptions, earnings, job outlook, and duties and responsibilities of the four customer service jobs in banking.  
4. References to any vocabulary words used during this lesson will be a good way to reinforce the necessity of a solid knowledge of the vocabulary. Have students complete the Customer Service in Banking Crossword Puzzle Worksheet. Check the students’ answers using the Customer Service in Banking Crossword Puzzle Answer Key.
5. If time allows have students work in partners to study with their vocabulary flash cards.

6. Have students complete the Customer Service in Banking Vocabulary Quiz. Use the Customer Service in Banking Vocabulary Quiz Answer Key for grading.  
•
LESSON 3: Bookkeeping:  Duties and Responsibilities

1.
Review Essential Questions. Post Essential Questions in the classroom. 


•
How does the job of Bookkeeper relate to customer service?

2. Using Slides 29 – 35 of the Customer Service in Banking PowerPoint, explain how the job of Bookkeeper relates to other customer service jobs described in the PowerPoint. Have students take further notes on the importance of Bookkeeping in Customer Service. 
3. Once they have completed their notes, pass out copies of the Customer Service and Bookkeeping Compare and Contrast Chart Worksheet. Give students time to fill out the chart based on their notes form Lessons 2 and 3. Take up the worksheet for a participation grade. 

4. If time allows have students work in partners to study with their vocabulary flash cards. Vocabulary terms will be on the test. 

5.
Have students complete the Customer Service in Banking Unit Test. Grade them using the Customer Service in Banking Unit Test Key. 
•
LESSON 4: Research on Future Banking Opportunities

1. Review Essential Questions. Post Essential Questions in the classroom.
· What opportunities do Customer Service Representatives have?

2. Divide students into 4 groups. Assign each group one type of Customer Service Job in a bank setting, (Bank Teller, New Accounts Representative, Loan Officers, or Bookkeeping).

3. Allow the groups to have access to a computer lab that you reserved ahead of time, or other resources, so that they may research more about their specific job title. They may also want to use their notes from earlier lessons.  

4. With the changing of technology and the growth of online banking it could become more difficult to find jobs in banks as the need for certain jobs may be on the decline. Have students do some research to see what the job outlook for each customer service title is in the coming years. The following sites will be great resources for students to use:
http://www.bls.gov/oco/cg/cgs027.htm 

http://www.bls.gov/oco/ocos280.htm
http://www.bls.gov/oco/ocos126.htm
http://www.bls.gov/oco/ocos018.htm
http://www.bls.gov/oco/ocos144.htm
5. Have each group research for their specific job:

· Benefits available

· Education Requirements

· Average Earnings

· Average Hours worked

· Main Responsibilities

·  Job outlook 

· Promotion opportunities

6. Discuss as a class what the students found about each job title. Be sure to talk about what their results could mean for their future career choices. What jobs seem to have a lasting importance? What new opportunities may open up in the future? ( ex: Computer specialists) Considering the results of your research would you consider a career in Customer Service in a bank setting? Why or Why not?

•
ATTACHMENTS FOR LESSON PLANS


Customer Service in Banking Vocabulary Guide
Customer Service in Banking PowerPoint
Customer Service in Banking Crossword Puzzle Worksheet
Customer Service in Banking Crossword Puzzle Answer Key
Customer Service and Bookkeeping Compare and Contrast Chart Worksheet

•
NOTES & REFLECTION: 

Before beginning this unit, check into the possibility of having guest speakers from a local bank(s) to come to speak to the students about the customer service jobs covered in this unit.  If you are able to get guest speakers, have students make a list of questions a few days before the guest is to visit.
An alternative idea would be to have a guest panel instead of individual guest speakers.  Students could be used as an interview panel or use a student as a moderator to ask question developed by the class.
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Culminating Unit Performance Task Title:  


Customer Service in Banking Interviews
Culminating Unit Performance Task Description/Directions/Differentiated Instruction: 

Have students interview a customer service representative at their local bank. Have them prepare questions ahead of time for teacher approval. 
Once students have completed their interviews, have them present their findings to the class. 
What tips did they learn? 
Was there anything that surprised them? 
Are they considering a customer service position in banking further?
 Grade the interviews using the Customer Service in Banking Interview Rubric. 
Attachments for Culminating Performance Task: 

•
Customer Service in Banking Interview Rubric
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Web Resources:
· http://www.investopedia.com
· http://banking.about.com
· http://www.savingsbonds.com
· http://www.ncrel.org/sdrs/areas/issues/students/learning/lr1grorg.htm 
· http://www.bls.gov/oco/ocos280.htm
· http://www.bls.gov/oco/cg/cgs027.htm 
· http://www.ncbuy.com/careers/blsi/ind027_out.html
Materials & Equipment: 
· Paper

· Pen/Pencils

· Index Cards

· Poster Board

· Projection Equipment 

· Computer with Internet Access

21st Century Technology Used: 
	X
	Slide Show Software
	
	Graphing Software
	
	Audio File(s)

	
	Interactive Whiteboard
	
	Calculator
	X
	Graphic Organizer

	
	Student Response System
	
	Desktop Publishing 
	
	Image File(s)

	
	Web Design Software
	
	Blog
	
	Video

	
	Animation Software
	
	Wiki
	
	Electronic Game or Puzzle Maker

	
	Email
	
	Website
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