Fulton Financial Uses Carreker Training

to Retain Customers and Employees

“It is the quintessential challenge for any retail-oriented business,” says
William “Smokey” Glover of Fulton Financial Corporation. “How do you
make great strides in growth while maintaining, even improving, your
customers’ loyalty and satisfaction?

For Glover,Vice President and Corporate Training Director of the Lancaster,
Pennsylvania-based bank holding company, the question is largely rhetorical.
He has been living the answer for the past eight years, using Carreker
Corporation’s Relationship Banking™ curriculum, an activities-based training
program for customer sales and service.

At the start of that period, Fulton Financial had about $4 billion in assets and
was largely concentrated in Pennsylvania. Now, the company has
$11 billion in assets and |3 affiliate banks in four more states: Maryland,
Delaware, New Jersey, and Virginia.

“Despite that rapid growth,” says Glover, “our satisfaction ratings jumped
from the 70th percentile to the mid-90s, and our retention ratios have
never been higher. We credit Carreker’s Relationship Banking™ program for
much of that.”

He explained, “Our philosophy is to allow each affiliate bank the autonomy to
make decisions locally that make sense for their markets and provide value for
their individual constituents. At the same time, they are guided by a common
philosophy, code of ethics, financial goals, and — especially — a commitment to
excellent service across all our affiliates. Our motto is ‘Creating financial success
for our shareholders, our customers, our employees, and our communities’.

So when the bank’s aggressive acquisition strategy posed challenges in assimi-
lating personnel and maintaining a consistent sales and service culture across
more than 225 branches, Glover relied on Carreker’s sales and service
program to ensure high-quality and consistent training for all customer-facing
personnel, no matter their predecessor institution.

“Relationship Banking™ is an excellent fit with our consultative, needs-based,
step-by-step selling approach, because it helps our employees understand the
customers’ financial needs and goals so they can help customers choose the
right products, Glover said.”

Within the first six month of acquisition or employment, every branch
manager, customer service representative, and teller participates in the
Relationship Banking™ program. It delivers activity-based training for all levels
of the organization from tellers through bank executives, targeted at
improving their attitude, skills, and knowledge. Topics include account
management, prospecting, call strategies, effective communication, objection
handling and closing.
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All constituencies profit as a result of excellent sales and service training, according to Glover.
“We have confirmed over and over again,” he contends, “that driving the right sales behaviors in turn
drives customer and employee satisfaction and retention. And that in turn drives shareholder value.”
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