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Federation Bank 
Buzz Plan 

 
1. Our first step is to make sure that all staff are “on-board” with our new culture and 

process that we are working towards. 
a. Step one in completing this will be to sit down with all staff one-on-one and ask 

them what their commitment level is.  If they are anything but 100% then we need 
to ask them what they need from us to get them to 100%. 

i. This step will begin immediately (3-24-14) and should be able to be 
completed within one week, so by the end of the month. 

b.  If we do not get a 100% commitment then we will work with those individual 
employees to find out why they are not “on-board” 100% 

i. If training is need then this will begin immediately (the day that they say 
they are not 100% committed)  

1. The training will consist of completing TGIMU classes a second 
time, but this time with a partner so that they can discuss what is 
being covered. 

a. This additional training should be completed within one week. 
2. Once additional training is provided they will again be asked what 

their commitment level is.  Again if it is below 100% more training 
will be provided to them.  It is our hope that this is not the case. 
 

2.  The second step in our Buzz Plan is to identify our top 100 customers.  (It is very hard to 
WOW our top 100 and potential customers like them if we don’t know who they are) 

a. The first step in this process will be to have all staff compile a specific list of 
customers who they believe are in our top 100.  This list will need to include the 
customer’s name, their job/business/profession, and where they are located.  So 
an example would be Joe Smith, crop farmer with more than 500 acres farmed, 
living north of Washington.  A second example would be Jane Jones, Small 
business owner with two employees who has net income of 62,000 per year, and 
her business is on the square in Richland.  We will place an emphasis on the 
more specific the better. 

i. We will give each branch two weeks to compile their lists. 
b. Step number two in this process will be combining all lists together to form a 

master list.   
i. We will complete this by having everyone email their completed lists to 

management so that they can make one master list.  This will also allow 
management to take a look at the lists to see if those customers are really 
in our top 100. 

1. Management should be able to complete the master list within one 
week.  They will then send it out to the four different branch 
managers who can discuss it with their employees. 

c.  The final step in this process is to place an “alert” on those specific customer’s 
information screens in our computer system.  Doing this will allow every person in 
the bank to know when they are working with a top 100 customer, and thus 
ensure that they give them the best care that they are able to.  
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i. These alerts should be completed within one week. 
 

3.  The third step in our buzz plan is training for all staff on the Retail Sales Process.  (We 
will actually start this process while we are still working on Step Number two) 

a. The first way we will work on this step is by having all employees complete the 
retail sales process courses through the TGIMU online training program. 

i. We will give employees one week to complete the first 9 classes 
ii. We will then check progress with everyone during each branches Friday 

morning staff meeting.  At that same time we will assign the next set of 7 
classes, giving employees a week to complete those as well. 

b.  The second way that we will work on training is by setting up departmental 
meetings to practice what we are learning.   

i. The head new account representative from each branch will meet in 
Washington every Wednesday morning from 8:00 – 9:30. 

1. Then that person will have a meeting at their respective branch 
during that week to go over that training/practicing with all other 
deposit staff at their office.  (Washington will meet Tuesday 
mornings at 8, Brighton, Wellman, and Richland we meet 
Wednesday afternoon’s at 4)  The weekly trainings will continue for 
at least 3 months, and then we will see about changing this to less 
frequently – maybe once or twice a month. 

ii. All loan officers will meet every Thursday morning at 8:15 until 9:30 in 
Washington to train/practice.  This will continue for at least 3 months. 

c.  Step three in this training process will be to have mystery shoppers call us and 
test us on how we are doing.  Then once we have the results we will know how 
we are doing and what areas we need to continue to work on to better. 

d. Step four is actually using this new process to show potential customers that we 
care about them and what their needs really are. 
 

4. The fourth piece of WOWing our current top 100 customers is showing them that we 
care about them even though they are already customers.   

a. The first way that we will do this is by keeping track of important events in their 
lives and letting them know that we care.  This will include sending cards to them 
for special achievements i.e. the birth of a new child, a child graduating, them 
receiving a special honor, or anything else that their family member would 
celebrate with them, because we want to be like their family. 

i. There is not really a timeframe for this as we will have to be more active in 
the community and when something comes up we will have to act on it. 

b. The second way that we will WOW our current top 100 customers is by being 
more accessible to them.   

i. We will do this by working to accommodate them better.  For example, if 
our farmers can not make it into the bank because they are busy planting 
or harvesting then we will go to them.  It will also be a chance for us to 
verify equipment that we might have a loan on.  

 
5. A fifth step in “creating a buzz” is to have more “touches” with our new customers.  As 

Roxanne told us it is important to “touch” customers after new accounts/loans are 
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opened to show them that they are more than just a new account or loan they are a 
person. 

a. This first step in this process will be to develop the ways that we will “touch” 
customers after account opening.  We will create a plan to “touch” each customer 
at least four times within the first 90 days of account opening.   

i. Develop at least four different touches for new loans 
1. This will be worked on during the weekly loan meetings at the 

Washington Office. 
ii. Develop at least four different touches for all new deposit accounts. 

1. The head new account representatives will work on this at their 
weekly meetings on Wednesday’s 

2. Then the head new account representative will take that info back to 
their respective branch and work on it there.  They will relay 
information back and forth between the two groups. 
 

6.  The final piece of our buzz plan is to be more visible in our community.    
a. Being more visible will include attending events that occur both during and after 

our business hours.  These events might include, ribbon cuttings for new 
businesses, local service club events, and a big event will be our town’s 175th 
anniversary celebration this summer.   
 

If we are able to follow these six different steps then we should be well on our way to WOWing 
both our current top 100 customers as well as potential customers just like our top 100. 


