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L E T T E R
FROM THE EDITOR

Roxanne Emmerich 
Editor

Founder, The Institute for Extraordinary Banking

The start of a year always comes with excitement for new possibilities. Right now, 
in this new beginning, you have the opportunity to make 2017 your best year ever.

But making 2017 better than all the years before starts with you…with a decision.

Are you willing to think differently about the challenges and opportunities you 
face than you did last year?

Are you open to new approaches to reaching your goals?

If not, there’s not much hope of this year being any different from the last one… 
or the one before that…or the one before that…

Tremendous and rapid change is forcing itself onto community banking. 

You already know colleagues and banks who stood, statue-like, unmoving against the changes… 
and were knocked down.

Your ability to prosper this year and beyond will come from your ability to identify and implement new approaches 
to the challenges of community banking from net interest margin compression, over-reaching regulation, desperate 
rate-cutting competition, continued consolidation, and outside encroachment from fintech firms.

The change will happen. 

In this issue, we’re focused on proven approaches to win against these forces. You’ll find…

• Key strategies for successful acquisitions.

• Secrets to getting your team focused on the outcomes that matter.

• Alternatives to the conventional approaches to pricing—and strategies for getting EXTREME premium pricing 
without added risk.

• Insights into the changes that lie ahead with the new administration and new Congress in Washington.

• Plus, you’ll find two case studies of banks like yours that are adopting these new approaches and WINNING…
more margin, more deals, more market share, more stability…

In May, we’re bringing all of these ideas together in a 2-day Breakthrough Banking Summit where you’ll  
discover the practical strategies used by the country’s elite high-performance community banks. Information  
is on page 14.
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Interview with Betsy Flynn, President and CEO, 
Community Financial Services Bank

DISCOVER  
How this Already Successful Bank Added 

$164 MILLION
    in Assets in  

     16 MONTHS
By Roxanne 
Emmerich

C O V E R

 — continued on page 20

F E AT U R E

Roxanne Emmerich: So Betsy, tell us a little 
bit about your bank.

Betsy Flynn: Our bank has a very open 
team culture. We are very transparent 
with everything except HR  
information. We want every team 
member we have to know everything 
about the bank—the financials, the  
plans going forward, our strategic plan, 
our budgeting…everything.

Roxanne: Good. I know on the call 
report in June of 2016, your assets  
were at $862 million, up from  
$744 million just a year earlier.  
What size are you now?

Betsy: We are at $908 million in assets 
now and will probably hit a billion in 
2017. We don't want to hit a billion before 
the end of 2016 because we don't want 
FDICIA to come into play on January 
1st. So we are preparing for FDICIA, but 
we really want that in a year.

Roxanne: I understand. So what was life 
like before you started working with 
The Emmerich Group? How were things 
different then?

Betsy: We didn’t have a sales process 
in place. And even though we had an 
excellent culture, The Emmerich Group 
has brought new excitement to our 
culture. Our team members are well 
aware that if we are not out meeting  

the needs of potential clients and existing 
clients, our future will be pretty dim. 
We know that we have to grow and 
progress and be more profitable. If you're 
not doing that, then you are sliding 
backwards. You can't stand still; it’s one 
or the other.

Everything you have done is propelling 
us forward. Before we went with The 
Emmerich Group, I felt like I had used 
every resource that I had personally to 
get us to the level we had reached  and 
that we just needed that extra oomph to 

get us to the next level. And when Jason 
Jones and I attended your seminar in 
November 2015, I thought, “This is the 
oomph that we need!” You have opened 
up a whole new vista to me as far as 
banking and where we're going and what 
we can do. It is just so exciting, I can 
barely sleep at night.

Roxanne: We’ll need you to get some  
sleep eventually! But I am glad to hear  
it's that exciting. Okay, so before  
starting something like this, there is 
always some hesitation. So was there 
anything that could have prevented  
you from working with The Emmerich 
Group at the beginning?

Betsy: The only question at all was the 
budgetary constraints because I had 
not put that in the budget for 2015. And 

You have opened up a whole new vista to me as far as banking 
and where we're going and what we can do. It is just so exciting, 
I can barely sleep at night.

Discover the "oomph" that drove 
Community Financial Services 
Bank to add $164 Million in assets 
in just the last 16 months…
attend an Emmerich Group event. 
Call 952-737-6730 for upcoming 
dates now.



Dear Friend in Banking,

We believe that dreams come true on Main Street and that the community bank 
is at the center of our nation’s financial health. With that in mind, The Institute for 
Extraordinary Banking™ is honored to announce a new online television show dedicated 
exclusively to you, the top bankers in our country, and to our dynamic industry.

We will feature iconic banking leaders along with top experts in our field and will 
openly share their messages and strategies for success. We invite you to join us on  
this extraordinary journey as we continue to serve the heartbeat of America.

Be sure to visit www.ExtraordinaryBanker.TV to register and never miss a single episode.

Yours in success,

Roxanne Emmerich 
Chairman, Institute for Extraordinary Banking™

P.S. Want to be featured on the show? (CEO’s Only)
Visit www.ExtraordinaryBanker.TV for more details or call 952-767-0590.

William B. Greene, Jr.
Chairman 

BancTenn Corp
Topic: How to Deal with Regulators

John J. Gorman
Leading M&A Attorney

Luse Gorman, PC
Topic: The 6 Critical Steps to Prepare Your 

Bank to be a Buyer or Seller in M&A

Keith Knudsen
President 

Security Bank
Topic: How to Triple Cross-Sales  

and Keep them There

Special Invitation

Starting in March—Sign Up Today (FREE)
www.ExtraordinaryBanker.TV

F E A T U R E D  G U E S T S
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 — continued on page 22

C O V E R

Hundreds of bank CEOs over the 
years have told me that’s exactly 
what happened to them. 

It doesn’t have to be that way.

Most banks surround themselves 
with great expertise on the legal and 
accounting side of acquisitions but fail 
miserably on execution, including  
quick profitability and providing a good 
return to their stakeholders.

Let’s face it: There are two sure-fire 
ways to screw up a good bank—make  
bad loans or have a bad acquisition.

Nobody thinks they’re making a bad 
acquisition at the time they are…but 
regardless, they do. It’s not just about 
the portfolio—it’s about the culture 
and the ability to retain and grow the 
relationships from the new market.

Here are the five harmful myths that almost 
every banker believes about acquisitions.

MYTH #1: You will lose 30 
percent of your customers.

When I attended a conference on 
acquisitions, this was declared an 
inevitable truth by many speakers. Who 
made THAT rule?

There is absolutely no reason to lose more 
than three percent of your customers. 
In fact, it is the best time ever to create a 
feeding frenzy of the very best customers 
in that market by getting them all talking 
about how they’re all switching to this new 
bank in the area. You do this by having a 

clear definition of the differentiating value 
that makes that frenzy happen. 

This is the time to get untraditional 
and know what actually works in your 
marketing and sales approach to not  
only save customers but to pick off 
the most profitable customers in that 
market…and FAST.

MYTH #2: The “conversion”  
is job #1. 

Yes, of course, you have to get the 
conversion right. That’s a no-brainer.  
But the most important part is getting  
the culture right—immediately. 

What if your next acquisition that sounded good on paper ended as a nightmare?

MYTHS 
 that Ravage the 

ROI of 
Acquisitions By Roxanne 

Emmerich

Nobody thinks they’re making a bad acquisition 
at the time they are…but regardless, they do.

5
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Roxanne Emmerich: Tell me about Virginia 
Partners Bank so readers will understand 
where you are now and how you got there.

Lloyd Harrison: If you want to have a really 
exciting adventure, start a bank at the 
beginning of the Great Recession. We 
opened for business in August 2008. We 
literally started with nothing and have 
grown to over $300 million in assets today, 
with a number two market share in our 
primary market. It's like we transitioned 
from birth straight to awkward 
adolescence. Challenging but exciting.

Roxanne: I love it. We've been working 
together for about a year now. Tell us what 
life was like before you became a client.

Lloyd: We got to the point where I felt 
strongly that we, as a company, and I, as an 
individual, needed to change in order to 
keep the success going. The competitive 
landscape was changing and where we 
were in our corporate life was changing. 
I knew we needed to have a process—a 
framework around which to manage that 
change. But I didn’t know enough about 

how to make that happen. That's how I got 
connected with you. 

Roxanne: What might have prevented you 
from getting started working with us?

Lloyd: Insecurity, quite honestly.

Roxanne: Tell me more about that. 

Lloyd: If I weren't willing to challenge who 
I am and the way I think, then I don't know 
that I would have been prepared to be fully 
committed to what I felt was the right course 
of action—to confidently lead the change.

Roxanne: What happened to make you 
want to change?

Lloyd: Part of the transition from being 
a startup is that you've got to find your 
stride in earnings. The competitive 
landscape and the regulatory environment 
were going to a place where none of us 
had ever been before. Any de novo bank 
is going to face that transition to a full-
fledged bank and there's difficulty along 
with it. In this environment, it just seemed 
to be even more challenging. We really 

needed to focus on the basic metrics of the 
bank—ROA, cost of funds, net interest 
margin, non-interest income—in a very 
deliberate fashion. 

That’s a key word for this. I knew we 
needed to be deliberate about who we 
were going forward. Part of our strategic 
plan is that we want to continue to grow 
organically by opportunistic acquisition. 
I feel very strongly that if we aren't 
deliberate about who we are, those 
strategies could go astray. Particularly 
the acquisition route—because a culture 
comes out of any acquisition and it's 
important that it's the right culture.

Roxanne: Boy, is it ever.

Lloyd: If you don't have a healthy culture 
of your own, then we know that the 
culture you need will not emerge from 
the acquisition. 

Roxanne: It usually ends up in two years of 
an us-versus-them culture, and profitability 
takes a back seat to all that mess for a long 
time. So what changes did you make to start 
hitting goals and get in your stride?

Lloyd: First we started building a 
management team that was very real and 
honest with each other, the concept of 
“calling it tight.” That's very difficult. 

If you don't have a healthy culture of your own, then we know 
that the culture you need will not emerge from the acquisition. 

Interview with Lloyd Harrison, President and CEO, 
Virginia Partners Bank

 — continued on page 24

   The TRUE STORY of How this  
VIRGINIA DE NOVO    
  Beat All the Odds  
  to Find SUCCESS

By Roxanne 
Emmerich

G R O W T H  S T R AT E G Y



Save $300 with code VIP300 
To register, visit retailbankingconference.com or call (212) 803-8456 or (212) 803-8393. 

Hear from Roxanne Emmerich, 
CEO of The Emmerich Group, Inc. on

ETHICAL 
CROSS-SALES 

GROWTH

Think Fighting Against  
Net Interest Margin Compression  
is a Lost Cause?
But we cracked the code! Claim this free book to discover:

Qualifying* Bank Executives, Request Your Free Copy of  
“THE NET INTEREST MARGIN SOLUTION”
CALL: 952-737-6730 or VISIT: NetInterestMarginSolution.com/EB

*Qualification Criteria: To qualify for this offer, you must be a senior vice president  
or higher in a community bank with assets of $150 million or more.

Frankly, for years, you’ve been right… 

“We increased our ROA and boosted Net Interest Margin 
by over 100 basis points each, in less than 18 months. 
The culture change has transformed our bank. Our CFO 
now thinks the sky is the limit.” 

—K. Beckemeyer | President and CEO,  
Legence Bank

 ✔ Finally, get premium pricing on every 
product your offer

 ✔ 5 biggest marketing mistakes made by 
almost every bank that sabotage Net 
Interest Margin growth

 ✔ A one-step silver bullet used by top 
banks to snap “rate-shoppers” out of their 
preoccupation with low rates

 ✔ How to finally escape the rate-matching 
death spiral

 ✔ Why ALL previous approaches have failed

 ✔ The “BIG LIE” about low rates

 ✔ How to attack the root cause of Net Interest 
Margin compression

 ✔ 7 deadly sales mistakes that crush your margin

"Transformed Our Bank"
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Did you know that according to 
Gallup, 67 percent of American 
employees are disengaged from 

their work—costing about a third of every 
payroll dollar?

And did you know that 90 percent of 
employees surveyed for a Businessweek 
study said they believed they perform  
in the top 10 percent?

And did you know that 25 percent of 
men—versus 18 percent of women—have 
cried after a performance review from their 
manager? And 61 percent of Millennials 
said they would leave a job for a place that 
doesn’t have performance reviews?

Bottom line: Most employees don’t know 
what success looks like for their job,  
which causes them to overestimate their 
value. So when they receive feedback,  
they crumble or run. 

Now what?

It’s time for a new approach.

Most employees have only begun to 
tap their potential. Unfortunately, the 
traditional approaches to managing 
just aren’t working—causing poor 
performance and unhappy employees  
who are the face of your organization. 

In my 27 years working with some of the 
top-performing banks in North America, 
one thing is clear: Happiness does not drive 
performance. Performance drives happiness.

People who are kicking butt and taking 
names feel pretty darn good about 
themselves and their organization.

People who are circling the drain, working 
hard but not getting masterful results, are 
the very ones who resort to complaining, 
whining, gossip, and pot stirring.

It’s rare to see an employee evolved 
enough to go home and say, “Honey, 
I’m just not focused enough at work 
and I haven’t learned 
how to improve my 
performance so I’m not 
doing well. My bad.”

Instead, the message 
comes out as, “My boss is a jerk and 
nothing is EVER good enough. I’m just 
not appreciated.” What they’re missing is 
that the boss would love to appreciate them 
for some good outcomes if they hit their 
numbers and deadlines. But they’re not. 

At the core of poor performance is the fact 
that the person not performing almost 
always blames something outside of 

themselves. If they were “at cause,” they 
likely wouldn’t have performance issues.

Researchers are learning more all the 
time about the importance of feeling 
progress toward our workplace goals. It’s 
called the Progress Principle and it’s fast 
becoming a big part of the conversation 
about employee engagement. In fact, the 
Harvard Business Review’s research shows 
it is THE most important motivator— 
way ahead of traditional incentives like 
raises and bonuses.

But not everyone is paying attention. 
In a survey that asked managers to rank 
five employee motivators, the feeling of 
progress came in dead last.

According to Gallup, 72 percent of 
Millennials who “strongly agree” that their 
manager helps them establish performance 
goals are engaged. In fact, individuals from 
all age groups who “strongly agree” that 

 — continued on page 19

TA L E N T  D E V E LO P M E N T

 EMPLOYEE 
MOTIVATION 

By Roxanne 
Emmerich

Happiness does not drive performance.  
Performance drives happiness.

RACKETIS A 



I hope you’ve still got some fight left, ‘cause 
the battle just got harder. It’s one thing to 

compete with other banks—foolishly willing 

to lowball rates in a desperate race to the 

bottom (and the graveyard). At least you’re 

playing on the same field and with the same 

set of rules. But things just got A LOT WORSE…

We’re seeing the brokerage houses target 

your bread-and-butter—large commercial 

customers—and they’re stealing them while 

you watch,  helpless to do a thing about it. 

THEY get to play by different rules…

THEY can cut deals you can’t…THEY’RE 

targeting your very best and most profitable 

commercial accounts with crazy pricing, that 

you simply can’t match.

Yes, they may exit the market in a few years, 

the question is, will you already be gutted…

and can you survive until the scourge 

passes…?  What will you need to do differently 

to guarantee your customers don’t give this 

new threat a serious look…?

No one else has cracked the code of 

premium pricing, but WE HAVE.  We’ve 

built an integrated blueprint that’s proven 

in over 300 banks to consistently get 50 to 

70 basis points more on every deal, with A+ 

quality credits. You may choose to ignore, 

but you cannot dispute FACT. In bank, 

after bank, after bank, our clients apply 

this blueprint and see Net Interest Margin 

growth of 40, 50 even as high as 70 basis 

points in as little as one year.

Request your copy of  
this valuable checklist to:
 ✓ Close more A+ quality loans at premium prices  
while most community banks are locked into the  
deadly game of interest rate-matching—strangling  
their profitability from the inside out. 

 ✓ Utilize a One-Step Silver Bullet used by top  
banks to snap “rate-shoppers” out of their 
preoccupation with low rates.

 ✓ Attack the Root-Cause of Net Interest Margin 
compression and discover why ALL previous  
approaches you’ve tried have failed.

 ✓ Escape the “Rate-Matching Death-Spiral” that’s 
forcing many community banks out of business.

“As if it weren’t bad enough that I’ve been forced to match rock-bottom rates from other banks, NOW  I just lost an $8.5 million 
customer to a brokerage house peddling 1.5% on a 5-year loan! The next shoe just dropped for us all…”

Most Community Bankers Have Accepted 
NET INTEREST MARGIN COMPRESSION…

One furious banker just admitted to me…

“We’re on pace for another record profit year. Our 
Net Interest Margin is 5.1 and our ROA is 2.1.  
Super numbers!” —Alan Hoskins, EVP 

Legence Bank

There’s finally ONE breakthrough SYSTEM 
that’s proven to boost Net Interest Margin  
by 40 to 70 basis points in 12 months 
without taking on additional risk!

"Record Profit Year"

Download the Net Interest Margin Premium Pricing Solution Checklist at:  

 NetInterestMarginSolution.com/Checklist
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 — continued on page 26

S A L E S

That’s what happens when someone 
challenges the “indisputable.” 
People mock or hurt the 

challenger and few avail themselves of the 
breakthrough results that come from the 
truth they reveal. 

Unfortunately, antiquated beliefs that just 
aren’t true didn’t happen only in history 
books. A few snuck into our current 
conversation and have been accepted as 
fact. Banking conferences and banking 
schools build models on their “truths”—
so of course they aren’t challenged. 

An unchallenged assumption that  
the Earth was flat had people believing 
that ships would fall off the edge.  
They were wrong about that, but it  
was mostly an abstraction. 

In our profession, the wrong beliefs can 
cause much more concrete harm, including 

the destruction of a profitable and thriving 
bank during times of disruption. 

So at the risk of mockery from the 
“established truth tellers,” here are three 
lies that can be devastating if we fail to 
challenge them.

LIE #1: When rates up, NIM goes down 
When rates go up, people will insist on 
higher rate deposits. And because the loan 
portfolio repricing lags, you can plan on 
further NIM compression.

That’s true IF you are simply reactive. 
But what if you use this as an invitation 

to alert the troops that RIGHT NOW 
is the time to reinvent how you bring on 
and reprice loans and deposits. It’s time to 
move beyond the tried-and-true ways that 
you’ve marketed yourself and your bank to 
your community. “We have good people” 
and “We have good service” might get you 
10 basis points, and “We have fast loan 
decisions” might get you another 10, tops. 
It’s just not enough. 

In fact, you no longer have a choice—you 
must bring extreme differentiation to the 
table. That’s the good news for those who 
rise to the calling. 

We used to believe the world was f lat. Challenging that “fact” 
was heresy. Copernicus was sentenced to hell by the Pope and 
Galileo was sentenced to house arrest for the rest of his life. 
Tough price for challenging antiquated ideas.

“We have good people” and “We have good service” might  
get you 10 basis points, and “We have fast loan decisions” 
might get you another 10, tops. It’s just not enough. 

By Roxanne 
Emmerich



Did you know, according to Viacom, that…
� 73% of Millennials believe they don’t need a bank and expect a tech startup to handle their money 

 in the near future and would be more excited about a new o�ering in financial services from 
 Google, Amazon, Apple, Paypal or Square than from their own bank?

� 53% don’t think their bank o�ers anything di�erent than other banks? (which means 
 you’re reduced to being a mere ‘Commodity Peddler’; unless you figure a way out)

� 71% would rather go to the dentist than listen to what banks are saying… 
 really…when did that happen?!?

In this eye-opening webinar, you’ll be armed with powerful tools you can start using right now that 
are empowering ‘a few good men’ to quietly…

� Close more A+ credit loans at premium prices while most community banks are locked 
 into the deadly game of interest rate-matching—strangling their profitability from the 
 inside out 

� Grow Net Interest Margin by 40 to 110 basis points in less than 12 months while most 
 community banks’ margins are falling faster than a brick in the ocean

� Snap “rate-shoppers” out of their preoccupation with low rates with one simple statement 

� Transcend the WAR waged against Community Banks by adding outrageous customer 
 value for minimal added cost and flooding their bank with happy new customers and 
 referral business

STEALING Customers from Big Banks

REGISTER FOR THIS BREAKTHROUGH, 1-HOUR WEBINAR TODAY:

Go to: EmmerichFinancial.com/NIMWebinar or Call: (952) 737-6730

How the Best Independent Bank CEOs in America are

Feel Like You’ll Hit the Ceiling if
Just One More Desperate Competitor
Steals Yet Another Client �om You
by O�ering Low-Ball Rates?
You know you’re building a ‘House of Cards’ with cheap loans.
You know it’s just a matter of time before the reaper comes
to collect for your many low-ball rate-matching ‘sins.’
You know that if you don’t do SOMETHING…it’s just a
matter of time before it all comes tumbling down.

5 SILVER BULLETS TO CONQUERING 
NET INTEREST MARGIN COMPRESSION

So ‘take up arms’ 

and fight back. Join us

for this important

webinar called:
By Roxanne 
Emmerich
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First, in the Senate, sixty votes are 
required to overcome a filibuster 
and pass most legislation.   

The Republicans have a majority in the 
Senate, but not sixty votes.  Nonetheless, 
Congress has adopted a procedure called 
“reconciliation,” which if followed, 
permits the Senate to pass most spending 
and tax legislation with a simple majority.  
House Speaker Paul Ryan already has  
said he plans to use this procedure to  
pass much of Trump’s fiscal agenda,  
such as tax reform. 

Second, the deficit hawks in the House, 
of which Speaker Ryan is one, are wary 
of actions that will add significantly to 
the federal deficit.  Trump is proposing 
additions to defense spending, substantial 
new spending on infrastructure and  
deep tax cuts.  These proposals could 
exacerbate a deficit already swollen from 
the adverse effects of an aging population 

on Social Security and Medicare spending.  
Ryan may push to reign in the scope of 
Trump’s spending proposals to lessen the 
adverse budgetary effects.

Understanding the above, following 
are our views as to what Trump’s 
administration reasonably can get done.  

Obamacare (ACA): Trump has promised 
to repeal the Affordable Care Act (ACA)— 
a promise enthusiastically supported by 
virtually all Congressional Republicans.  
Complete repeal of the ACA is not 
feasible, however, as it would require sixty 
votes in the Senate.  But the Republicans 

can use the reconciliation procedure to 
eviscerate the fiscal underpinnings of 
the Act, for instance by eliminating the 
penalty imposed on individuals who do 

not purchase insurance, the subsidy given 
to lower-income individuals who do 
purchase insurance and the 3.8 percent 
surtax on investment income.

We expect Congress, in fact, will repeal 
the financial underpinnings underlying 
the ACA.  But we also expect the repeal 
to have a deferred effective date, giving 
Republicans time to develop an alternative 
comprehensive health care reform plan.  

 — continued on page 23

WA S H I N G T O N  U P D AT E

By Andrew H. Friedman and Jeffrey B. Bush

A NEW ADMINISTRATION IN  WASHINGTON: 

 How Will  
TRUMP’S POLICIES  
       Affect TAXES, 
INVESTMENTS,  
    and the MARKETS?

For the first time in eight years, a new administration has assumed power in Washington.  
With Republicans in control of both the House and Senate, Trump should have little trouble 
getting much of his agenda through Congress.  But we note two checks on Trump’s plenary 
ability to implement his policies:

By Andrew H. Friedman and Jeffrey B. BushBy Andrew H. Friedman and Jeffrey B. Bush

With Republicans in control of both the House and Senate, 
Trump should have little trouble getting much of his agenda 
through Congress.
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Operational Risk Management 
(ORM)—or the lack of it—was 
largely blamed for the financial 

crisis. Yet nearly a decade later, many 
banks are still operating as though ORM  
is just another flavor of market or credit 
risk. That approach favors no one, as  
many banks have insufficient expertise  
in ORM. As a result, banks are missing  
the opportunity to create value in how 
they relate to customers, suppliers, 
investors, and regulators by looking 
through the ORM lens. 

The five-step overview discussed here is 
considered “Best in Class.” A complete 
framework will not come into focus 
overnight, yet once it is fully systematized, 
evidence of growth and increasing profits 
is achieved consistently. 

1. Align your risk framework to the 
uniqueness of ORM. 

a. Don’t confuse a framework for credit 
and market risk with operational risk; and 

b. Align your objectives with 
corresponding strategies and outcomes. 

These concepts are distinct and  
not interchangeable. 

For ORM to make a difference, it must 
reflect operational objectives (the what), 
strategies (the how) and indicators  
of progress (KPIs). Highlight different 
objectives with different strategies  
and outcomes. 

One of the key failures of ORM is the 
inability to specifically state which strategy 
is at risk of failing, what patterns will repeat 
that failure and which operational gaps will 
turn a risk into a noticeable problem—
leaving you firefighting, yet again. 

When a systematized approach is used, the 
objectives, strategies and risks are aligned 
to allow the gaps and patterns to surface. 
This is unique to ORM. When gaps and 
patterns continually show up, they become 
central sources of operational risks. 

2. Assign clear roles, accountabilities 
and responsibilities. 

Beyond the traditional roles and 
responsibilities for risk, accountability 

is added to ensure that a governance 
structure is created. 

Let’s not kid ourselves: Most descriptions 
of roles and responsibilities are silent on 
risk. ORM needs to be translated into how  

it is part of the job, the processes and the 
use of technology, as well as interacting 
with fellow workers, customers and external 
sources such as third-party suppliers.  

Next, employees need to understand 
what their part of the responsibility is and 
how to escalate when necessary. If there 
is ambiguity, it will challenge the bank’s 
ability to consolidate ORM information 
across the institution. 

3. Create consistency with risk 
assessment and mitigation. 

Even though mitigations will differ, having 
a common and consistent methodology 
for the assessment of risk is critical. Every 
assessment should consistently identify the 

R I S K  M A N A G E M E N T

One of the key failures of ORM is the inability to specifically 
state which strategy is at risk of failing.

 — continued on page 21

Best in Class 
OPERATIONAL  
RISK MANAGEMENT 
Comes of Age in 2017

By Dragica Grbavac

Here are five ways to step up and create value for your 
employees, customers, stakeholders, and investors. 

And by the way . . . the regulators will like you too.



their manager helps them set performance 
goals are nearly eight times more likely to 
be engaged than if they “strongly disagree” 
with the statement.

Shockingly, only 50 percent of all workers 
say they know what the expectations are 
for them at work. Even those who are 
happy to be working for their organization 
but lack clear expectations end up not 
understanding how they tie into profit or 
the key initiatives of the organization and 
they will end up feeling disempowered 
because they aren’t making the right impact. 

There’s a whole lot of foo-foo rah-rah 
going on in workplaces in an attempt to 
improve employee engagement. 

In fact, the best way to improve 
engagement is to improve employee 
performance. Rah-rah is well and good—
it just can’t be empty-headed rah-rah. 

Not everyone can meet the performance 
requirements—maybe they’re just not 
right for this job or your industry. That’s 
always sad, but typically people move on 
to something that better fits their skills. 

But it’s sadder to have the non-performers 
stay and chew up the time and resources 
of your top performers. A friend said it 
best, “Whenever you are putting your 
time into rework of a low performer or 
coaching someone who isn’t growing from 
the coaching, that person is robbing you of 
your time with your family.” Well said.

Your team members deserve to work with 
high performers. Culture survey research 
of hundreds of community banks, done by 
The Institute for Extraordinary Banking™, 
shows that management “not dealing with 
low performers or inappropriate behaviors” 
is one of the top three complaints of 
employees in banks across America.

Employee motivation is a result of an 
organization that is intolerant of people 
acting out their issues or missing their 
deadlines and their outcomes. When 

people can count on each other to do 
what they say they will do, everybody is 
happy—especially the customers who will 
happily pay you more.

If you’re sick and tired of employees 
whining and complaining, and missing the 
mark quarter after quarter, maybe it’s time 

to take a different approach. At our next 
Summit in May, I’ll be personally guiding 
a small number of bank executives through 
our system for “flipping” your culture 
into one focused on performance and 
accountability…and do it without losing 
a single employee. 

You might still be able to get a seat.  
To get the details go to  
www.EmmerichFinancial.com/ 
BreakthroughBankingSummit  
or call (952) 737-6730.

 — continued from page 10
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How do you compare 
to our national database of over two 
decades of community bank shops?
While mystery shopping is a vital tool of top-performing banks, 
they often do more damage than good.  
Most mystery shopping firms don’t understand banking, so they 
end up demoralizing the team and wasting time and money. 

We’ll even GIVE you 4 free shops…on us!*
*For qualified community banks in the U.S.

In two months we improved our mystery shopping scores from 
7.5 to 9.3 and we increased our average cross-sales ratio in 7 weeks 
from 2.9 to 5.1. One of our Customer Service Representatives is now 

averaging over 7 cross-sales for each new customer. 
The best part is that we are creating a sustainable system 
that is going to keep our scores  up year after year.”
—K. Knudsen, President and CEO, Security Bank

Our BankShop® Program assesses what really matters so 
you can make real changes that produce bottom-line results. 

The ONLY Mystery Shopping Program Designed toIncrease Cross-Sales and Stop Rate Shoppers

Call 952-737-6730 to get your FREE Benchmark Report

Only 50 percent of all workers say they know what 
the expectations are for them at work.



20  |  Extraordinary Banker  |  ExtraordinaryBanker.com  

that was the only hesitation at all. But 
then I sat down and I thought if we hired 
an advisor that would bring us all this 
information, it would cost us a lot more 
money than what we're paying to be 
affiliated with you.

Roxanne: So what was the turning point 
for you?

Betsy: We had reached a plateau.  
I had used every resource that I had to 
improve our culture and to implement 
a sales process and I did not have the 
skill or the knowledge to do more. Plus, 
we have so many competitors now that 

we need that edge that you are giving 
us, to be out in the public making those 
contacts that are going to make us 
profitable. We were a good bank—but 
we were not a great bank.

Roxanne: Tell me what kind of changes 
you've made and how that's helped you 
hit your goals more powerfully and faster.

Betsy: Implementing a sales culture 
and just knowing that someone else 
recognizes the culture that we have. 
Every banker says, “Our culture's great, 
our customer service is the best.” I knew 
our customer service wasn't the best. We 
were truly a transaction bank. But today, 
we had three folks tied for the top sales 
numbers with 9s for average cross-sales 
on new accounts. 

Roxanne: Nice!

Betsy: Yes. The banking team, which was 
our customer service team by the way, 
that had the most cross-sales, got a 9. And 
last week we sold 124 new products to 
our existing clients.

Roxanne: That's exciting!

Betsy: That's something we would have 

never done without having this program 
implemented. We did not have the 
expertise in house. I did not want a sales 
trainer coming to tell us how to pressure 
the clients to take more of our services 
whether they need them or not. And what 
I love about your program, Roxanne, is 
that you establish the cross-sales based 
solidly on the needs of the client.

Roxanne: That's absolutely right. It should 
never feel like sales, and if it does, they're 
doing something wrong. 

Betsy: Exactly. And we quote that so 
many times.

Roxanne: It's important, especially  
with what happened with Wells Fargo.  
That was a mess.

Betsy: Yes, it was.

Roxanne: And that's why people need  
a bank they can trust. So what's life  
like now?

Betsy: Life is exciting. You saw our 
culture when you came in. We already 
had an exciting culture. We have a 
culture on steroids now. And the other 
things that I see with our younger folks 
is that they see the opportunities that 
they're going to have here. They don't 
have to be a loan officer to be a rock star.

Roxanne: And look what you've done since 
2013 where you were a $600 million 
bank and here you're talking about a 
billion in 2017. That's pretty remarkable.

Betsy: It is remarkable. And as we’re 
looking for those profitable clients and 
selling our existing clients more services, 
our profits will accelerate as quickly as 
our growth did.

Roxanne: Yes. It just has to. So, what 
would you say to anyone facing the 

challenges that you were facing when we 
first got started?

Betsy: I would say follow the process. It 
works. And you remember how I was, I 
wanted to do it all at once, and you kept 
saying, "Take it a step at a time." And that 
is what we've done. The Job Performance 
Progress Plan is one of the most powerful 
tools I've ever seen. We have them nearly 
implemented throughout the bank 
and I will be giving those to my board 
members next month. 

Roxanne: I love that. They will know 
exactly what to do and how to stay in 
alignment to make sure that they're  
great board members. 

Betsy: Yes. I asked my executive team, 
"Tell me five things that you feel reinforce 
the way we are, then five things that you 
feel we need to consider implementing." 
And then my next question was, "What 
extraordinary contribution have you 
made this year?"

Roxanne: I like that.

Betsy: I asked that when one of my 
executives was here a while ago, and 
he said, "That's a really hard question." 
I said, "If you can't think of anything 
extraordinary that you've done, I can  
tell you a couple." So I really want them  
to think about that question.

But I guess the thing that really makes 
our culture extraordinary is that we have 
leadership training for every single team 
leader monthly. We usually have about 
15–20 guests at each leadership meeting 
because I want them to see it firsthand. 
And again, that goes back to the 
transparency. And after that leadership 
meeting, minutes are sent to the entire 
team. After our board meeting, summary 
minutes are sent to the entire team. After 
our operations meeting or IT meeting, 
minutes are sent to the entire team.

Roxanne: It keeps everybody clean and 
clear, doesn’t it?

 — continued on next page
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 — continued from page 4

We were truly a transaction bank. But today, we had three folks 
tied for the top sales numbers with 9s for average cross-sales  
on new accounts.
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patterns and gaps that continually show 
up. A consistent risk assessment process 
will identify how certain patterns in the 
bank are interdependent and contribute to 
a domino effect between what otherwise 
appear to be disconnected activities. This is 
what complexity has created. 

Once a risk assessment is completed 
and mitigations have been proposed, the 
execution of that mitigation often fails 
due to the assumption that it can actually 
be done. To achieve consistency, it is 
important to highlight the bank’s ability 
to withstand the test of capability and 
capacity to mitigate within a specified or 
committed timeframe. This will reveal the 
competing priorities. With a consistent 
methodology, the Board and Senior 
Management are alerted to key issues that 
highlight the decisions necessary to ensure 
mitigation is successful. 

At no point is there any added value to 
copying a mitigation that has worked 
before. Circumstances, people and 
technology shift far too rapidly to be able 
to count on “This is how we did it before, 
and it worked.” It probably won’t. Repeat 
at your peril. 

4. Make ORM decision-focused.

For too long, key decisions were made on 
the basis of backward-looking processes 
and experiences. Not enough time is spent 

on managing the gaps that create risk. 
How is your decision impacted when you 
become aware of an important gap in a key 
project? Ask what risk is created if a gap 
is allowed to persist. The responses may 
surprise you and reveal the risk of less-
than-optimal decisions.

This occurs far more often than banks 
admit. I have had this occur in six banks 
recently. Gaps in capabilities were allowed 
to go on. Decisions were made with 
outdated assumptions. Many things fall 
through the cracks because of persistent 
operational gaps. The decisions made 
without a full forward-looking view 
into risk will impact cost, relationships, 
reputation, performance and effectiveness 
of the business, and more. 

5. Ensure that the quality of your 
talent is greater than the quality of 
your controls.

Knowing you have good risk controls 
is not enough! The best risk controls 

will fail if you can’t rely on the risk 
managers. The skills and experience 
necessary to have successful ORM 
represent a combination that is relatively 
rare and takes time to develop. As the 
importance of ORM continues its rise, 
banks will be forced to play catch-up 
in developing a sufficient group of top-
notch professionals. 

Banks that have successfully managed 
their operational risks have felt the 
positive impact of lowering their losses, 
increasing revenues and reducing their 
cost of operations. In 2017 and going 
forward, new regulatory requirements 
for data protection add a whole new 
dimension to risk. Failure of banks  
of all sizes to continually update their  
ORM frameworks may result in 
regulatory intervention, if only to 
maintain banking integrity. 

Don’t let your bank miss the opportunity 
to step up to the new levels of every 
excellence in ORM.

Dragica Grbavac is the Senior Managing 
Partner of Delta Advisory and Solutions 
Group. She is a Senior Executive Consultant 
and Change Strategist. Her passions are 
focused on Strategy, Operations, Regulatory 
Compliance and Risk.

Betsy: Yes. Communication and value.  
I think those would be the two keys.

Roxanne: I love it. Thank you for sharing 
these ideas! I think a lot of people want to 
understand how this works. I can't wait to 
see where your numbers are when you're 
three years into the program. I'm going to 
put my seat belt on. It's going to be fun.

Betsy: It is going to be fun. And thank you 
for all you have done. As I said before, 
you are an inspiration to me and our 
entire team.

Roxanne: We are blessed to have an 
amazing group of humans here who really 
care about our clients and wake up every 
morning wondering how they can be of 
massive service to help our clients move 
their needles. So it is just an honor to have 
you on board, to be able to help you move 

these needles. And I love how this growth 
is happening and how these cross-sales 
have happened. We still have some other 
needles to move yet and it’s going to be 
really fun to watch those pop really fast.

Betsy: It is. It's a fun ride.

R I S K  M A N A G E M E N T

 — continued from page 18

Discover the compete blueprint to double your cross-sales in 90 days on our 
new free executive briefing. You'll see exactly how banks, such as Community 
Financial Services Bank are doing big cross-sales numbers, while maintaining 
the highest ethics. EmmerichFinancial.com/DoubleYourCrossSales

 — continued from previous page

F E AT U R E

Failure of banks of all sizes to 
continually update their ORM 
frameworks may result 
in regulatory intervention.
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Most bank acquisitions experience a 
painful and profit-crushing two-year 
culture alignment that starts with a 
bunch of eye-rolling and the mantra, 
“They just don’t get it.”

The bank execs from the acquiring 
bank quickly assume they all picked 
up about 10 IQ points—and that the 
acquired bank execs lost them.

The “us vs. them” conversation has 
begun—at a cost of millions in lost 
profit as the “need” to make the 
other wrong pervades conversation 
patterns. As employees hear their 
managers talking about how the other 
group “doesn’t get it,” they pick up that 
conversation pattern. Before you know 
it, there’s one big excuse for everyone 
not to perform because there is someone 
to blame. There are results or excuses in 
banks—you can’t have both. 

MYTH #3:  This will be easy.

Well, yes and no. For many banks, 
acquisition is one of the hardest things 
their executive team ever does. It’s like 
running around with their hair on fire 
while someone pours gasoline over  
their heads.

But done correctly, the conversion will 
take a fraction of the time. The culture has 
to be right and the people “on purpose” 
and low-maintenance before you start. 
And, if a good solid plan for how to 
keep customers is in place and executed 
flawlessly, and you get the new team wildly 
improving their performance quickly 
and laser-focused on creating “wow” 
experiences for the clientele immediately, 
people will be excited about knowing 
they’re outrageously great at what they do. 

MYTH #4: Layoffs can’t be done 
without carnage.

Listen, I’ve seen several banks do the  
“no layoffs” pledge and it absolutely  
killed their efficiency ratio for years.  
Then again, I’ve seen banks that did 

layoffs and it destroyed the culture 
immediately and for years.

You can go either way effectively. It’s how 
you do it that matters.

When our member banks do an 
acquisition, we always go onsite for a 
kick-off. We require everyone to attend 
an evening meeting. You can imagine 
the body language of the 30 percent who 
received pink slips. Icy. 

By the end of the evening, they’re popping 
like popcorn—excited to support the team 
in the transition and be so good at what 
they’re doing that they “create a new job” 
for themselves. The others understand it’s 
everyone’s job to grow the bank quickly 
because even though these people can’t 
have “that” job, we want to find a place for 
as many as possible. 

If you take the “no layoffs” stand, then 
you must quickly get your new team 
members extremely effective to hit the 
critical drivers. Those who don’t will leave 
because of not hitting the numbers. “No 
layoffs” can’t be packaged without a “clear 
expectation of how you hit metrics to keep 
your job” concept. 

Everyone must carry their weight quickly 
or the ROI of the acquisition is crushed. 
Remember though: accountability 
without first building confidence and 
mastery will create chaos and mess.

MYTH #5: Acquisitions are a  
good solution for when you’re 
not mastering organic growth.

Painfully untrue. If you are already failing 
at organic growth, an acquisition will 
compound your issues. First fix your 
“franchise systems” of growth or your 
acquisition will create unsolvable issues 
that are harder to fix as you become larger.

While bank boards and their executive 
teams think nothing of spending millions 
for the best law and accounting firms in 
an acquisition, many don’t get the advice 
and council about making it profitable. 
Without a clear and guided execution plan 
for integrating culture, marketing, strategy, 
and sales to make your acquisition 
profitable quickly, it might be best to leave 
the acquisition itch unscratched. 

If you’re looking at an acquisition this 
year, you need to get yourself and your 
exec team to the Breakthrough Banking 
Summit in May. 

In two days, we’ll show you how to get 
focused on the most profitable customers in 
your market, create extreme Level 4 USPs 
so customers see why you’re worth more, 
and eliminate the “badittudes” and install a 
culture of performance accountability. 

Early-bird pricing is expiring 
soon. Call (952) 737-6730 or 
go to EmmerichFinancial.com/
BreakthroughBankingSummit  
for information.

 — continued from page 6
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Although we don’t yet know the details of 
that alternative proposal, we expect it to 
include many of the following:

• Permit the purchase of insurance across 
state lines to increase competition.

• Provide a tax deduction for insurance 
premiums paid by exchange enrollees.

• Enhance health savings accounts.

• Provide more price transparency for 
medical procedures and costs.

• Government negotiation of drug prices.

• Fund Medicaid through block grants to 
states, shifting to states the burden of 
future cost increases.

Trump also has expressed support for 
continuing the ACA provisions that 
require insurers to cover people with pre-
existing health conditions under the same 
terms offered to healthy purchasers and to 
allow children to remain on their parent’s 
insurance through age 26.  Retaining these 
provisions without requiring healthy 
people also to buy insurance will be tricky.

Tax Reform:  Republican control of 
Congress and the White House makes tax 
reform a realistic possibility for the first time 
in thirty years.  Reform legislation will aim 
at reducing top tax rates and simplifying the 
tax code’s overwhelming complexity.

In many respects, Trump’s tax plan follows 
the tax reform “blueprint” issued last July 
by the House Republicans.  As it relates to 
individual taxes, Trump’s plan calls for:

• A 33 percent top individual rate.
• A 20 percent top capital gain and  

dividend rate.
• Repealing Obamacare 3.8 percent surtax.
• Capping itemized deductions at  

$200K (couples).
• Eliminating the alternative minimum tax.
• Repealing the estate tax and generation 

skipping tax (but also repealing stepped up  

basis for estates exceeding $10 million).
• Taxing the life insurance build-up for  

high earners. 
For businesses, Trump’s plan calls for:
• A 15 percent top tax rate on business 

income, including business income 
earned through pass-through entities.

• Full expensing of capital expenditures.
• Elimination of or limits on  

interest deductibility.
• Immediate taxation of foreign earnings 

(no deferral).  
• Tax sale of carried interest as 

 ordinary income.

In an attempt at revenue neutrality, we 
expect Congress to consider curtailing 
deductions and exemptions to offset 
revenue lost by the lower tax rates.   
Some of these changes likely will be 
“loophole closers,” less controversial  
tax changes to curtail what many  
members believe are unduly generous  
tax benefits.  Examples of loophole  
closers could include:

• Curtail “stretching” of inherited IRAs 
and 401ks.

• Apply required minimum distribution 
rules to Roth accounts beginning at  
age 70-1/2.

• Limit Roth IRA conversions to  
pre-tax dollars.

• Treat all distributions from S corps  
and partnerships to owner-employees  
as subject to employment taxes.

We believe the odds are high that 
Congress in 2017 will pass legislation 
reducing tax rates.  The effective date 
is uncertain, but there is a strong 
likelihood that lower tax rates would apply 
retroactively to the beginning of 2017.  Tax 
rates in 2017 could incorporate the full 

rate reduction, or a reduction somewhere 
between the old and new rates.

Over the past several years, the federal 
deficit has declined steadily from its all-
time high in 2009.  But, according to the 
nonpartisan Congressional Budget Office, 
the deficit is now rising again.  Even in 
the absence of additional spending or tax 
changes, this deficit increase will accelerate 
in coming years as major entitlement 
expenditures (Social Security and Medicare 
payments) grow with the aging population.  

An effective way to rein in the deficit is 
to curtail mandatory spending, primarily 
Social Security, Medicare and Medicaid 
spending.  Trump has stated, however, 
that he will not reduce Social Security or 
Medicare benefits even for young workers 
(another position that puts him at odds 
with House Republicans).  

As with any presidential transition, 
proposal details are slow in coming and 
change often.  This is especially true  
when reviewing major initiatives as 
discussed in this article.  To keep current 
and for a more in depth analysis, visit  
www.TheWashingtonUpdate.com.

Andrew H. Friedman is the principal of  
The Washington Update LLC and a former 
senior partner in a Washington, D.C. law firm.  
He and his colleague, Jeff Bush, speak regularly 
on legislative and regulatory developments 
and trends affecting investment, insurance and 
retirement products.  They may be reached at 
www.TheWashingtonUpdate.com.

The authors of this paper are not providing 
legal or tax advice as to the matters discussed 
herein.  The discussion herein is general in 
nature and is provided for informational 
purposes only.  There is no guarantee as to its 
accuracy or completeness.  It is not intended 
as legal or tax advice and individuals may not 
rely upon it (including for purposes of avoiding 
tax penalties imposed by the IRS or state and 
local tax authorities).  Individuals should 
consult their own legal and tax counsel as to 
matters discussed herein and before entering 
into any estate planning, trust, investment, 
retirement, or insurance arrangement.

Copyright Andrew H. Friedman 2017.  
Reprinted by permission.  All rights reserved.

 — continued from page 16
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Republican control of Congress and the White House 
makes tax reform a realistic possibility for the first time 
in thirty years.
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If you're insecure, calling it tight can be 
a really hard thing to do. We began with 
the management team. We talked about 
embarking on the Profit-Rich Sales™ 
Program and they fully endorsed it. 
We'd been working on things before, but 
bringing it together in a deliberate fashion 
is what's really making it work. 

If you ask anybody in the bank what 
“calling it tight” means, they know. 
Mention "Sandbox Etiquette™", they know. 
Ask them how we answer the phones, they 
know. What our branches look like to the 
outside world…How we want to deal with 
our customers…There's a shared sense of 
values and a common language.

Roxanne: That makes perfect sense. You've 
been moving some needles. Tell me a little 
bit about what life is like now.

Lloyd: With the increasing pressure to 
grow the bank, a paradox kicks in. When 
you’re armed with a different perspective, 
continuing to grow the organization can 
actually become easier. Deal with the head 
trash that can be an obstacle to success 
and all of a sudden, you're successful. 

Roxanne: Tell me about the loan growth. 
How is it working?

Lloyd: We have consistently been able to 
deliver annual loan growth of 9.88 percent. 
As you get bigger, it becomes more of 
a challenge. We've been able to sustain 
that growth rate even at the size we are. 
For example, we were over 11 percent 
loan growth last year and this year we're 
running just under 10 percent. That's on 
an ever-increasing book of business.

Roxanne: How does your funnel look  
right now?

Lloyd: In June, we had the best month ever. 
We followed that in July with the best 
month ever. We followed that in August 
with the best month ever. September is 
projected to be our 2nd or 3rd best, and 
that's with 2 weeks to go.

Roxanne: That's a good trend. What else  
is going well?

Lloyd: Non-interest income arising from our 
mortgage origination business is on pace to 
be quadruple where it was a year ago. 

Roxanne: Nice! So how is the movement 
toward owning more of the relationship

with the clients and how much more 
effective are your employees by truly 
becoming a customer’s "banker" as 
opposed to one of many bankers?

Lloyd: We need to find the best customers 
for who we are, which gets back to the 
culture. We're going to be deliberate about 
how we treat each other and how we 
conduct ourselves. Once we know who we 
are, then we need to find the customers 
who fit with that. 

We've sent a lot of folks through the various 
components of the Profit-Rich Sales 
Program. Folks do appreciate the value that 
community bankers bring to the equation. 
We're not as obsessed on price. We get it 
that we've got to have a deep relationship.

One of the challenges that I gave to the 
commercial lenders was that if you're 
going to borrow money from the bank, 
you're going to be a deposit customer of 
ours as well. Our non-interest-bearing 
accounts as a percentage of total deposits 
have gone from 8.9 percent at the end of 
2014 to 12 percent today. We are getting 
the deeper, stickier relationship.

Roxanne: Well done! What would you say 
to anyone who is facing the challenges that 
you were facing when we got started?

Lloyd: I would tell them you can't do it 
yourself. I couldn't be happier 
with this whole process you’ve 
taken us through. It’s getting 
everybody engaged so now it's 
not me having to push—it's all 
of us pulling together. That has 
made a heck of a difference.

Roxanne: It's good to hear you happy, 
Lloyd. I've started a de novo bank myself 
as a president, then I started two as an 
investor, so I know how much fun it is 
and how insane it is. You're one of the few 
banks in the country that survived starting 
at the time you did. It's a really proud 
accomplishment and your community is 
lucky to have you.

Lloyd: We're lucky to have them as well. 
We've also got a lot of good folks working 
for us and a supportive board. 

You and I had a conversation about how 
we could afford this. One solution was to 
cut back on advertising a bit. I got some 
pushback a few months ago from a couple 
of the directors who were worried that 
we weren't advertising like we used to. 
That was kind of a gut feeling that they 
had. I said, "Well you know what? We 
quit advertising in the newspaper, and 
our deposits went up. Then we lowered 
the rates on some of our deposits, and 
deposits went up. I think the system’s 
working." They had to admit that it was.

Roxanne: If you can give a board tangible 
evidence—they learn quickly. I keep 
saying that one of the most foolish things 
we do in banking is continue to measure 
the number of new accounts when we 
know at least 87 percent of them are losing 
money for us. I hate to see all the money 
we spend trying to bring in those accounts 
and all the wasted hours. It's a new game in 
banking—go get the very best customers 
and take really good care of them. 

Lloyd: That’s right. People are used to 
looking at the raw numbers—how many 
accounts did you open, how many did you 
close. But we made money by closing a lot 
of accounts that weren't profitable to us. 

I don't begrudge the board for asking 
those questions because I don't always 
have all the answers. But more often than 
not, and more often than before, I think 
we’ve got the answers we need.
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Discover the secret method our clients have used for 
25 years to systematically grab the most profitable, 
stickiest deposits in every market they operate in at 
EmmerichFinancial.com/DepositBriefing

I said, “We quit advertising in the newspaper, and 
our deposits went up. Then we lowered the rates 
on some of our deposits, and deposits went up. 
I think the system’s working.” They had to admit 
that it was.

G R O W T H  S T R AT E G Y



Achieve Your 
ANNUAL 
LOAN 
GROWTH 
GOAL in 

6 MONTHS
Gather your executive team together and watch this  
4-part video series to discover how banks like yours are 
blowing past every growth goal they set... 

EmmerichFinancial.com/LoanGrowthSecrets 
or call 952-737-6730

— C. Floyd, Co-President and Co-CEO 
First National Bank of Syracuse

—S. Kouplen, Chairman and CEO 
Regent Bank

Wish We’d Started this Program 
20 Years Ago
“We hit our loan growth goal for the year by the end of June...in our 
first year with TEG! We’ve had employees in banking 20–30 years 
who say they wish they’d started this program 20 years ago.”    

We Grew $25 Million in Loans  
During the 2nd Quarter Alone!

“Since starting with The Emmerich Group in January 2016, we achieved 
our year-end growth goals in June—we grew $25 million in loans 
during the second quarter alone. I’ve really never experienced anything 
like what we’re experiencing right now...”

The Emmerich Group Presents a  
FREE Teleseminar Series for Your Business Owner Clients

The 5-Step Secret System to Land Deals with LinkedIn and Social Media
Listen as Roxanne Emmerich interviews Josh Turner, Wall Street Journal best-selling author of 
Connect and Booked. Josh reveals the digital marketing and social media appointment setting 
system for anyone looking for a steady stream of leads, appointments and new clients...

• The 5-step process to position yourself as an expert in your industry and create an unlimited 
supply of prospects...

• How to optimize your LinkedIn/Facebook profiles to attract clients...

• The social media strategy that gets prospects on the phone with you willingly...

• And even more...

Invite your top business accounts to this exclusive interview with best-selling author, Josh Turner. Josh is the CEO and 
Founder of Linked Selling, a LinkedIn lead generation agency, and the creator of Linked University.

Date: April 12, 2017
Time: Noon Central, 1pm Eastern

To register: This call is exclusively for clients of The Emmerich Group's member banks. To learn how to become a member bank, 
call 952-737-6730.

“Chat with the Experts® Helps us Connect with Prospects and Close Deals!”
“I am absolutely blown away by what The Emmerich Group is doing for our bank. Not only are they providing us with the skills to increase our key metrics, they facilitate a 

powerful prospecting experience with their Chat with the Experts™ program that our clients love. This process is working successfully to connect us with key 
members of local businesses and is helping us close deals."  —B. Coyle, SVP and CLO, Iowa Nebraska State Bank
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S A L E S

Be advised: This first lie stays a truth 
until you create a system of extreme 
differentiation and tie it into a sales 
system where price doesn’t come up.

It’s hard to swallow that it can be done. 
But many are doing it, so clearly it is 
a truth for them, even as it remains 
a mystery to the majority who don’t 
know the secret handshake. 

I believe that community bankers are 
worth more—every one of them.  
The only question for you is whether 
you’re going to be worth 10 or 175  
basis points more.  

This is an opportunity, that when 
solved—correctly and sustainably—has 
a miraculous cumulative impact on the 
profitability of a community bank, its 
shareholders and its team members. 

LIE #2: There is a direct relationship 
between pricing and risk
In order to get premium pricing, you 
must take more risk in your portfolio. 
Who made that rule? Again, this is true 
some of the time, but it doesn’t have to 
be. There are banks all across this country 
making the very highest quality loans at 
extreme premium pricing and snatching 
them away from dozens of banks that 
would undercut them substantially. 

The proper use of a good Level 4 Unique 
Selling Proposition (USP) should have 
clients telling them how many hundreds 
of thousands of dollars they are saving as 
a result of your USP.

When a bank gets itself out of the 
commodity business, the sky is the 
limit. If your customer gives you $1 and 
you give them back the differentiating 
distinctions to save $20, $100 or 
thousands of dollars, the market is 
unlimited in terms of what you can be 
paid and how many “happy customers” 
you can pull away from their current 
banks, even while charging them more. 

LIE #3: You can fix loan growth and 
premium pricing with sales training 
and incentive pay
It’s often said that incentive programs and 
sales training fix a revenue challenge.  
To quote Donald Trump, “Wrong!” 

Without a holistic and integrated model 
of culture transformation, service 
consistency, authentic communication, 
and a slow but steady consistent “bar raise” 
of accountability for all team members, 
sales training may create a short-term blip 
but it just plain doesn’t stick. 

You’ve probably heard the advice, 
“Adjust the pay and results follow.” 
“Wronger!” Sorry—couldn’t help myself. 
While incentive pay is one component, 
it fails to address the real issues. That 
simply frustrates the team as they miss 
their incentive pay. Without extreme 
consistency of service standards and 
at least 20–30 functioning USPs, 
including many at the highest level to 
justify premium pricing, any benefit 
of incentive pay will fade quickly. You 
must develop your team to know how 
to eloquently and strategically use the 
correct USPs in the conversation to get 
the prospect jarred enough to realize 
that they can't afford to stay with their 
current bank and come to you. 

The results will lag even further if you 
haven’t addressed the proper placement 
of people on the team based on their 
emotional intelligence. A low-risk sales 

candidate is benchmarked to outsell a 
medium risk by 400 percent. 

Most important, you haven’t solved  
the biggest problem of all: confidence… 
or the lack thereof.

Bottom line: you want to solve your 
higher-pricing-for-best-prospects 
challenge once and for all. What you  
don’t want is another failed attempt— 
you can almost hear them muttering  
under their breath, “This too shall pass.” 

There are just two steps to fix the pricing 
issue in banks: (1) Decide to do it, and 
(2) Do it right the first time—or you may 
never get another chance. 

There are those who wait for circumstances 
to create their world. Others create 
the world as they choose it to be. Will 
this be your year to be crushed by the 
“conventional wisdom NIM compression” 
or is this your year to pull ahead?

That really depends on you moving 
beyond half-hearted commitments and 
stepping out on the skinny branches to 
challenge the unchallenged “truth.”

If you’re ready to discover exactly how 
to get customers to pay a premium to 
do business with you, join my next free 
session—5 Silver Bullets to Conquering 
Net Interest Margin Compression. I’ll 
show you the step-by-step plan for winning 
premium pricing from A+ quality credits.  
Register at EmmerichFinancial.com/
PremiumPricingWebinar.

I believe that community 
bankers are worth more—
every one of them. 

The only question for 
you is whether you’re 
going to be worth 10 or 
175 basis points more.  



As we enter into a new year, there is the hope of new possibility.  
I want to share with you our core beliefs…

WE BELIEVE in a firm handshake, a look in the eye  
and that your banker can be your best friend.

WE BELIEVE in farmers, working moms and  
bake sales on the weekends.

WE BELIEVE  that banking never means boring  
and selling always means serving.

WE BELIEVE  in the potential of people  
and the joy that comes from a job well done.

WE BELIEVE there’s nothing more noble  
than helping people feel safe and secure.

WE BELIEVE  that true wealth is the love  
of family, the civility of home and  
a vacation with your kids.

WE BELIEVE dreams come  
true on Main Street.

WE BELIEVE  
better banks deserve  
to be paid more.

WE BELIEVE  
community banks  
drive the heartbeat  
of America!

I’ve invested my life’s work in community banking. First as a commercial lender. Then an executive. Then as a bank CEO 
and owner of a holding company. For over two decades, I’ve leapt out of bed everyday because we get to work with the best banks in America. 
And we get to help them become even better.

I founded The Institute for Extraordinary Banking™ because people deserve great banks.  
And you deserve to lead great banks.

I hope you’ll join our cause…nominate your bank for a Banky™ Award and, like hundreds  
of bankers did last year, block your calendar now, to attend the national celebration of community 
banking in Chicago, September 11–13, 2017 at the Community Banking Super Conference  
and Extraordinary Banking™ Awards ceremony. Go to BankyAwards.com/Nominate to nominate 
your bank today.
        Let’s bring banking back!

We Believe in Community Banking



WE BELIEVE A RISING TIDE 
LIFTS ALL BOATS

This special issue is dedicated to YOU, 
the extraordinary banker who makes 
this country great.

It’s bankers like you who help our 
communities thrive and build true value 
for our families, friends and neighbors. 
YOU who fuel the heartbeat of America. 

…and in celebration, we are creating an 
exclusive online TV show featuring live 
interviews with America’s Top Bankers™ 
and industry trend setters so all of us can 
grow together. We hope you will join us.

See page 5 for your exclusive invitation.

Sign up today at www.ExtraordinaryBanker.TV

6625 West 78th Street, Suite 200 
Bloomington, MN 55439

Distribute to other executives:


