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Letter from the

Editor

ROXANNE EMMERICH
Executive Editor

What do elite banks do differently than others? They innovate, obsess over 
the results of their customers, execute strategically, and they recognize 

unwanted human behaviors and work towards eliminating them to create a safe 
workplace for everyone.

Banks are simple, logical, and efficient. People, on the other hand, can be 
complicated, illogical, and far from efficient at times. The complexities of human 
behavior impact work culture in so many ways. Relentless mind games, blame-
shifting, playing the “victim card,” and unethical actions have no place in a 
reputable bank. 

In this issue, we focus on how you can be prepared for the “Great Money 
Migration.” Money will be moving in 2021—and you want it moving toward 
you, not away from you.

As a results-oriented banker, you have already overcome the unprecedented times 
of 2020 and figured out ways to solve challenges. This issue contains several 
insightful articles that are bound to spark your interest. Catering exclusively to 
bankers and banking professionals, this issue touches on the following topics:

• What to do now that the lobby traffic has dwindled.

• Why “share of wallet” is a farce.

• How to tackle your bank’s upcoming executive competency crisis.

• Improving work culture in 2021 when what used to work before, doesn’t.

• Why everyone needs to grow up and perform without disruption to others.

• And so much more…

I would like to draw your attention to two upcoming events that will be beneficial 
for you and your executive team. You are invited to register for the complimentary 
Mastering the Art of  Cross-Sales Webinar scheduled on March 11th. This 
webinar is based on a system that has been proven to double cross-sales within a 
few months, as demonstrated by the case studies in this edition. Also, I am offering 
a helpful resource in the form of a complimentary Culture Mastery Webinar  
scheduled on April 15th, because top banks know how vital work culture is when 
it comes to success—or lack thereof. You can register for it at EmmerichFinancial.
com/Culture-Webinar.

You are successful because you put in time, effort, resources, and passion to yield 
the results you desire. Growth, profitability, and progress happen when you do 
extraordinary things at your workplace like the Extraordinary Banker you are!
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Hoopla Team® Fundamentals & Hoopla Team® Advanced Strategies24 June
The Hoopla Team performance template is designed for a real accountability culture to align 
your team to your values, outcomes, and strategy. Others “try” culture—this is the system 
proven to work.

For Member Clients Only 

The Council™ Roundtable 
The “Million-Dollar Roundtable” for elite, ambitious community bank CEOs committed to 
getting to the next level. Acceptance by application or recommendation is required.   

Apply at ExtraordinaryBanking.com/Council 

04 March 

Mastering the Art of Cross-Sales Webinar 11 March 
A must-attend event for results-oriented executives who want a proven template to double 
their cross-sales in five months or less.

EmmerichFinancial.com/Cross-Sales-Webinar

Lead the Transformation® Seminar 24-25 March 
Discover the predictable, elite-performance “franchise success system” for ambitious 
community bankers who want to get to and stay in the top 5 percent of peers.

For Member Clients Only 

Culture Mastery Webinar15 April
Beyond hype—how to create a results-rule culture where everyone knows how they tie to 
profit; designed for improving your culture during challenging times.

EmmerichFinancial.com/Culture-Webinar

Sales & Marketing Bootcamp* 12-13 May
Imperative for any bank executive who wants to be an elite performer. The profitable-revenue 
blueprint of the highest-performing banks in America—designed to attract quality, growth, 
and premium pricing, all at the same time.

*Profit-Growth Banking™ event for member clients. EmmerichFinancial.com/SMB 

WILL PARTICIPATE IN THESE EVENTS IN 2021

TMTHE BEST BANKS IN AMERICA

2021 EVENTS CALENDAR

Complimentary

Complimentary
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Results-Rule Executive Development™ Webinar

Elite Strategic Planning Fundamentals Webinar 

Fast-Track Strategic Planning Think Tank™ 

15 July

02 September

16-17 September

Go far beyond what you learned in graduate schools of banking and understand what it 
really takes to be a high-performance executive, based on Roxanne Emmerich’s work with 
thousands of Fortune 500 executives.

EmmerichFinancial.com/Executive-Development-Webinar

Discover game-changing strategies and the strategic planning process used by only the 
highest-performing banks in the country to stay a step ahead of competitors who are 
coming after your best customers. 

EmmerichFinancial.com/Strategy-Webinar

The revolutionary strategic planning process designed for fast-growth, high-performing 
banks. Learn the system that’s miles ahead of the traditional strategic planning process 
implemented in most banks today.  

For Member Clients Only 

7th Annual Best Banks in America™ Super Conference 15 September
America’s elite bankers attend the only conference exclusively for high-performance 
banks—and those who want to get to high performance and stay there. 

BestBanksInAmerica.com 

Virtual OR Atlanta, GA

Sales & Marketing Bootcamp*27-28 October
See description on page 2.
*Profit-Growth Banking™ event for member clients. EmmerichFinancial.com/SMB 

The Extraordinary Banking™ Awards 14 September
Join the top performing banks in the country. Those awarded the Banky™ often credit it 
with a growth breakthrough the year after receiving it as it depicts them as one of the best 
banks in America. 

Receive early notification for the 2021 application at
Extraordinarybanking.com/Banky-Awards 

Virtual OR Atlanta, GA

Accelerated Core Deposit Growth Webinar07 October
How have dozens of banks grown their non-interest-bearing deposits from 30% to 50% in 
under two years? Discover the template that will help you create the same results.  

EmmerichFinancial.com/Deposits-Webinar

Note: If you’re a member client of The Emmerich Group, please contact your coach for 
access details or call (952) 820-0360. For non-members, please call (952) 737-6730.

Complimentary

Complimentary

Complimentary

Virtual OR Atlanta, GA
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No Time for

Why Everyone Must Grow Up 
and Perform Without Disruption. Now.

Nonsense

GGame-playing. It’s part of  the work world, right?

Steve complains to Julie: “Gosh, I can’t get my work done because 
Jim won’t approve my plan.” However, Julie can’t do a thing 
about it, and Steve hasn’t taken all steps to make sure Jim even 
saw his plan. A “victim” just played out a scene of victimhood—
he thinks he won somebody over by throwing Jim under the bus 
to avoid taking the blame himself. 

Sarah makes an error and then proclaims: “I thought you said 
you wanted X!” She knew very well that the request was for Y, 
or she misunderstood but lacked the integrity to simply say “I’m 
sorry—I must have heard that wrong. I will make this right.”

Matthew stirs the pot by complaining to Bridget about some-
thing she can’t do anything about. However, he knows you have 
a “no gossip” policy, so Matt plays a little game: “I just need some 
‘coaching’ about how to talk to Tim,” he says. He has no inten-
tion of talking to Tim, though—he just wants to plant the seed 
that Tim is the problem. In fact, Matthew is loath to cough up 
the truth that he isn’t doing his job. For her part, Bridget didn’t 
have the integrity to say: “Gosh, Matt, there are always two sides 
of a story, but now I’m only getting your side, which isn’t fair to 
Tim. Let’s go talk to him right now to get the other side.” 

BY ROXANNE EMMERICH

Continued on pg 08
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Little…white…lies. Hurtful 
behaviors. From people who think 
they are being the “good ones.”



At Last, a Way to Rise Above the Commodity Competition 
 in Banking and Attract the Best of the Best Customers

THE MARK OF EXCELLENCE FOR COMMUNITY BANKS

Nominate Your Bank for the 2021 Banky™ Award

“Everywhere we go, everyone asked us, 
‘How’d you win that award?’ The first year 
we won it, we grew more than we had in 
the previous 8 years combined.” 

– P. Steele | CEO, 
 First Volunteer Bank

7th ANNUAL BANKY™ AWARDS



You’ve heard of the Emmys, the Tonys, the Grammys… The Banky™ gives you an 
even higher level of distinction and differentiation for community banks.
Imagine the buzz in your market when you’re able to announce that your bank is recognized as one of the 
Best Banks in America™. The Banky™ is a proven differentiator that customers respond to. It’s the gateway to 
premium pricing and A+ customers.

This award is presented by the Institute for Extraordinary Banking to those elite, results-oriented banks that 
stand out as models of abundant possibility and the enviable execution of strategies and cultural approaches 
that work. 

The judges’ opinions are combined with quantifiable evidence from 
outside measurements of mystery shopping of the client experience 
and data from the only validated culture assessment designed just for 
community bankers, allowing you to compare your culture to a 15-year 
database of community banks.

The Extraordinary Bank of the Year™ Winner, selected from three 
finalists, receives a NEW CAR—yes, really—wrapped with the winning 
bank’s logo. They also receive a $25,000 donation, made in the bank’s 
name, to fund the construction of a school in Africa. 

The Banky™ Awards aren’t just another popularity contest. Winners 
are chosen by an independent panel of judges—industry leaders—
based on strict criteria across five key areas of performance:

Banks Giving™ (Philanthropy)

• Above-and-Beyond Customer Service

• Thought Leadership

• Thank God It’s Monday® Internal Culture

• Money Smarts (Financial Literacy Education)

Does your market recognize your bank as the best in the market?
Banky™ winners are indeed the Best Banks in America™—and customers know it. Those awarded the Banky™ 
often credit it with a dramatic growth breakthrough the following year—they call it “The Banky™ Bump.”

“Winning the Banky™ really showed our staff that we were different from our 
competitors. It gave us new confidence… then our calling programs really 
started to take off… and the results took off, too.” 

– Keith Knudsen, CEO & President, Security Bank,  
2017 Extraordinary Bank of the Year™ Award recipient

Get the details and nominate your bank today at: 
BankyAwards.com/Nominate



Then there’s Dilshad, who sent a chat during a meeting say-
ing “Kevin’s lying,” instead of going directly to him with: “I 
see that differently. Let’s find some common ground to work 
this through.” 

These behaviors may not be as bad as stealing or cheating, 
but they set a tone for a lack of integrity and safety for your 
good performers. 

As these behaviors repeat and become normalized, they deteri-
orate the moral fabric of your organization. They are the little 
lies and deceptions that make your workplace unsafe and, sub-
sequently, less profitable. Both the talkers and the listeners are 
at fault. Propagated, manipulative untruths have consequences.

Why You Need Non-Negotiables Now

Almost everyone on Death Row thinks the dirty deed they did 
was for good and admirable reasons. “He had it coming—he 
hurt my brother, so I got revenge.” We can all delude ourselves 
that what we’re doing is right, even though it can be extremely 
hurtful to another human being.

It is incumbent upon your organization educate your team on 
how to be—we call it Sandbox Etiquette™, how to play nice—
and to clearly articulate the non-negotiables. 

In other words, there are lines that must never be crossed.

Although these are things that we all should have learned in 
kindergarten—“don’t throw sand,” “pick up your toys when 

you’re done,” and so on—they are things that many people sim-
ply don’t know or (more often than not) pretend not to know.

For example, do you have a rule that says the following? “We 
don’t complain. We do point out what is wrong, but only to a 
supervisor, manager, or leader who can do something about it, 
not to anyone who can’t, because that is a complaint.” Those 
who complain to people who can’t do something about it are 
very intentional in being “pot stirrers.” They bring their per-
sonal dysfunction to the team. 

Here’s another example: “We only speak in advancing lan-
guage.” If it doesn’t move the situation ahead, don’t say it. 

Repetition of a complaint does not do anybody any good and 
wears down the human spirit. Say instead: “I see this system 
is in breakdown, so I called the client and told them I would 

Continued from pg 05
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In their minds, the complainers see 
themselves as innocent victims 
when, in fact, their behaviors are 
untruthful, deceptive, and extremely 
hurtful to anyone impacted. 

If you want to understand 
someone’s “shadow side”—simply 
listen to what they complain about 
to others.



make sure we righted the wrong. Then I worked with the de-
partment head to source the problem so it can’t happen again. 
Then I told everyone impacted about what happened so that 
if the client called, they weren’t surprised.” That would be an 
example of advancing the situation. Imagine how much more 
effectively the world would turn on its axis if people did that 
instead of complaining about the “idiots” who “don’t get it.” 

Carl Jung, the father of analytical psychology, taught us about 
projection. In layman’s language, it is simply this: What a per-
son doesn’t like about themselves, they claim to see in others. 

So, the person incensed  that someone isn’t listening is proba-
bly being stubborn and is the one who has a listening problem. 
They are projecting. 

The person who thinks others are impossible to work with 
is likely projecting their disowned parts of themselves—the 
less-than-flattering personality quirks that make them hard to 
work with.

All you have to do is listen to the negative comments a person 
makes about others, and you’ll know exactly what that person’s 
own issues are. (An exception is a manager pointing out that 
someone is not performing or is causing a problem. That’s not 
projecting—that is the manager’s job.)  

Incidentally, pot stirrers often package themselves as being the 
sweet types while they play the victim role. It’s not sweet at all 
to “create a little crazy” by bringing out dysfunctional behaviors, 
complaints, and gossip.

Make sure your non-negotiables are written out, covered in 
new employee orientation, signed, and incorporated into an 
online learning system of repetition with visibility so they are 
reviewing these principles often. 

Make it clear to your team that violating privacy, theft, partici-
pating in gossip, and other non-negotiables will not be tolerat-
ed. Doing so will create a safe work environment for the team 
members who deserve a workplace free from pot-stirrers—and 
that’s everyone.

Thumper said it best: “If you can’t say somethin’ nice, don’t 
say nuttin’ at all.” 

Everyone deserves a safe place to work. Create your non-nego-
tiables as a solid start to improving your culture.

Discover strategies for keeping your 
team engaged and tied to profit at 
the Culture Mastery Webinar.
 
Register now at  
EmmerichFinancial.com/Culture-Webinar

Roxanne Emmerich and her team have helped more banks 
achieve a “Best Place to Work” designation than anyone 
else in banking today. For a complimentary webinar for 
executives covering the templates she has used to help 
transform the culture of hundreds of banks, go to  
EmmerichFinancial.com/Culture-Webinar to register 
for the Culture Mastery Webinar. 

ABOUT THE AUTHOR
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The Sales & Marketing Bootcamp 

May 12 & 13 – Livestream Event

Banking’s Most Results-Oriented Seminar

Why You Need to Participate:

IF…
…your people aren’t averaging at least 5 cross-sales on new accounts

…you don’t have an ironclad plan to “clone” your 100 most profitable customers

…your #1 differentiator is: “We have great customer service”…

If you want to revolutionize your sales strategies, dominate your local markets, and drastically 
improve your bottom line, then claim your spot today. This is the ONLY event in banking to receive the 
blueprint you need to win the loan growth, deposit, and premium pricing war!



Who Should Attend
This is a must-attend event for CEOs, presidents, executives, 
vice presidents, board members and top-producing movers 
and shakers. Send a big enough team, so you can come back and 
create major sales improvements in the second half of 2021. 

You’ll see results within weeks.

CEOs who have attended describe their transformation as 
nothing short of “miraculous.” Now you can decide… do you 
want to play their game, or stay on the outside looking in?

Early Bird Pricing 
Available Now! 

EmmerichFinancial.com/smb 
or call (952) 737-6730.

“Before Roxanne, we had lost direction. We knew we needed 
growth and a culture shift. Since joining The Emmerich Group, 
our deposits are up 22%, our customer satisfaction rating is 
9.9 out of 10, and we are experiencing our most profitable year 
on record. This is the best investment we’ve ever made.”  

— Jill Burnett,  
CEO, Libertyville Savings Bank

The Double-Your-Cross-Sales Blueprint™ Process:  
Over 85 percent of our clients that implemented this 
system doubled or even tripled their cross-sales within 4-5 
months. Are you next?

The 3-Step Extreme Differentiator™: This template 
creates unique selling propositions to win more 
business at extreme premium pricing.

The Sales Multiplier Team Hiring™ System: Hire the 
right people for the sales job and lower turnover with this 
easy-to-implement system.

The Proprietary No-More-Order-Taking 7-Step Sales 
Process™: A sales process everyone on the retail side of 
the bank can feel good about (and get results with), even—
especially!—if they hate selling or are afraid to sell. 

The Profit-Growth™ Banking Playbook: A book filled 
with tools to create Premium Pricing USPs, attract your 
most profitable customers, and increase accountability 
throughout your bank’s culture.

This event includes everything you need to attract A+ credits 
and win them at a 40-60 basis point premium.

“Our bank has been with TEG 
over a year, and they’ve helped 
us develop a sales culture. 
We stay at a high level of 
intensity and have fun at the 
same time. TEG has given us 
information to help us make 
better decisions. Working with 
them is a great experience for 
us, and we recommend TEG to 
any management team.” 

— Sid Jones,
CEO & President, Home State Bank

When You Join Us, You’ll Get Exclusive Access to the Franchise System 
of Banking Used by the Top-Earning Community Banks in America



Will Your Bankers
Be Prepared
for What Comes Next?  Really?

Now that transactional banking no longer 
needs humans, how will your team members 
elevate their competencies quickly enough 
to move from being transactional bankers 

to transformational ones?

Sadly, the Universal Banker model was too 
little, too late.

How can your bankers bring enough wisdom 
to the table to earn the right to be called “my 
banker” by each of your clients? 

How do they become the only banker your 
customers need? 

Let’s face it …your customers are being targeted 
by your competitors. Credit unions offering 
insidious rates was child’s play compared to what 
comes next. 

?

The first class sold out within two weeks of
announcing this new offering. 

Who: Executives, wealth management, lenders, and retail 
bankers

When: A waitlist is being created for the next class to open 
in the summer of 2021. Please go to the URL below to get 
more information on future classes to be offered. 

Why: Because the Universal Banker model was an excellent 
start but sorely lacks conveying the necessary wisdom to 
retain your customers and earn all their business

Offered by the Institute for Extraordinary Banking™, founder of the 
Accredited Banking Professional™ Certification—the most desired 
career advancement opportunity in banking today. 

Although enrollment hasn’t opened for the next class, spots are 
limited due to the extensive nature of the program, so be sure to 
visit the site below to be first in line to receive information on the 
next class offering. 

Don’t miss this opportunity to help your team members create 
more relevant relationships with your customers to be at the core of 
helping them achieve their financial dreams.

Just in time…the all new
Certified Trusted Advisor™ Program

For more details on Trusted Advisor, and to check enrollment availability, 
visit ExtraordinaryBanking.com/Trusted-Advisor or call (952) 737-6700.

Trusted
Advisor

NEW



Smart executives nowadays 
realize that you can’t remain 
competitive while running 
a mechanical organization. 
You must have a thinking 
organization, which means 

that people at every level must be able to 
think and must be free to think.

Here are the characteristics I see 
in successful leaders of  thinking 
organizations:

• They help people decide for them-
selves what to do; they don’t tell 
people what to do.

• They lead in creating corporate 
visions. They align their personal 
visions with the corporate vision 
and help others in the company do 
the same.

• They expect excellence in those 
around them, and they make those 
expectations known. The people on 
their teams usually live up to these 
expectations.

• They invite people to speak up, and 
they listen and respond to those 
who do. They welcome good news 
and bad news from their associates, 
knowing that they can’t lead wisely 
unless they are fully informed.

Today’s leaders can’t be guardians of the 
status quo. They must foster a climate in 
which the search for higher quality and 
better methods becomes a way of life. 
This calls for creative thinkers.

Such leaders don’t bark orders. They 
use positive reinforcement to influence 
people toward the behaviors they desire.

 

They don’t isolate themselves from the 
people they lead. They mingle with 
them, ask about their problems and con-
cerns, and look for ways to help them. 
They promote a sense of “family.”

They don’t pretend to have all the 
answers. They ask for information and 
advice before making decisions.

LEADING A THINKING ORGANIZATION:  
How to Get Every Person at Every Level to Think

BY NIDO R. QUBEIN 
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They encourage a constant search for 
improvement and a constant quest for excellence. 
They provide the educational and developmental 
programs needed to achieve these goals. 



Nido R. Qubein is president of High Point University and serves on the board 
of Truist, the nation’s 6th largest bank, as chairman of Great Harvest Bread 
Company—with 224 stores in 43 states—and on the boards of La-Z-Boy 
Incorporated, one of the world’s largest and most recognized furniture retailers, 
and nThrive, a healthcare technology company.

ABOUT THE AUTHOR

They don’t try to do it all themselves. 
They make full use of the talents of those 
around them.

They don’t lord it over others. They 
treat employees, clients, customers, and 
associates with respect. They are not 
condescending toward any corporate 
stakeholders but regard them all as mem-
bers of the team.

The good news is that one doesn’t 
have to be born with certain “traits” to 
exercise this type of leadership. Leader-
ship skills can be taught to your staff, 

associates, and employees, and they can 
be employed by people of a wide variety 
of temperaments.

So, when someone observes that “leader-
ship isn’t what it used to be,” I respond: 
“Yes, and thank goodness for that.” 
American competitiveness demands 
leadership that can come only from cre-
ative thinking at all levels of the organi-
zation. A team educated in this new style 
of leadership pays handsome dividends 
in the competitive global marketplace.
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- Keith Knudsen,  

CEO & President, Security Bank

BreakthroughBankingBlueprint.com

Must-have reading for the most elite and respected community bank executives 
and those who aspire to join them. Get your copy at:

Top-performing banks across the country credit Roxanne Emmerich and 
the strategies in this book for guiding them through the last recession.

“For seven years prior to working with The 
Emmerich Group, our loan growth averaged 
just over 2%. Since we started applying The 
Breakthrough Banking Blueprint, annual loan 
growth has been over 8%. 

But the best part is, we have developed level 4 
USPs that allow us to receive premium pricing 
while maintaining excellent credit quality. 

Our yield on loans is between .35% and 1.4% 
higher than our local peer group. 

We’ve made our franchise not only far more 
profitable but feel that we have a predictable 
success machine that will keep us safe during 
good times and bad.”

One CEO even called Roxanne a 

"one-woman economic recovery program."

What Do Top-Performing Banks 
Know That the Others Don’t?

Just Released!

Also available on 



Breakthrough Banking™  

Executive Mastery Webinars
COMPLIMENTARY LIVESTREAM EVENTS

The top-performing community banks in America have mastered the art of predictability. 
Their executives understand that the key to surviving economic chaos and disruption is 
running the bank as an optimized “franchise system” based on what is proven to work.

You, too, can bask in your own predictable results by establishing reliable systems for 
creating a Thank God It’s Monday! results-rule culture. Developing enlightened, inspiring, 
results-oriented leaders, building strategies to stay a step ahead of desperate competitors 
that are targeting your best customers with absurd pricing offers are just a few of the items 
we will cover.

During the complimentary Executive Mastery Webinars, Roxanne Emmerich and her 
team—who are behind the majority of the most elite-performing banks in this country—
will provide insights for using proven iron-clad systems and blueprints to thrive during 
challenging times. These live stream events are designed to sharpen skills and knowledge 
in several crucial business areas.



Mark Your Calendar and Register Your Entire Executive Team NOW:

Mastering the Art of Cross-Sales Webinar
Discover the blueprint that has helped hundreds of banks double 
their cross-sales in 5 months.

Visit EmmerichFinancial.com/Cross-Sales-Webinar to register.
11
MARCH

Culture Mastery Webinar
Create a culture where everyone knows how they tie to profit and 
the rally cry is “Thank God It’s Monday!—I love working here!” 

Visit EmmerichFinancial.com/Culture-Webinar to register.
15
APRIL

Results-Rule Executive Development™ Webinar
Roxanne Emmerich—long-time top-rated faculty member at the 
University of Wisconsin Management Institute—goes far beyond 
what you learned in graduate schools of banking. She explains 
what it really takes to be a high-performance executive, based on 
her work with thousands of Fortune 500 executives and hundreds 
of the best-performing bank executives in the country. 

Visit EmmerichFinancial.com/Executive-Development-Webinar 
to register.

15
JULY

Elite Strategic Planning Fundamentals Webinar
How do you catapult your performance while building more safety 
and predictability? Discover game-changing strategies and the 
strategic planning process used by only the highest-performing 
banks in the country to stay a step ahead of competitors who are 
coming after your best customers. 

Visit EmmerichFinancial.com/Strategy-Webinar to register. 

02
SEPTEMBER

Accelerated Core Deposit Growth Webinar
How have dozens of banks grown their non-interest-bearing 
deposits from 30% to 50% in under two years? You’ll discover the 
template that will help you create the same results that hundreds 
of banks have achieved. This is not a program that costs 
money—this is a skillset template to elevate the performance of 
your team.

Visit EmmerichFinancial.com/Deposits-Webinar to register. 

07
OCTOBER
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Ghost-Town 
Lobbies:
What Smart Bankers Are Doing 
to Deepen Relationships When 
Customers No Longer Walk in the 
Front Door

Are you worried that 
you may start losing 

customers? You’re not alone.

If you’ve talked to a dozen bank CEOs 
in the last month, you’ve heard the same 
story from half of them. 

Panic has set in about the eerily quiet 
lobbies and what to do about the 
diminishing ROI per call or lobby visit. 

They are doing the math on the 
trendline regarding payroll dollars per 
call-in or per lobby visit, and they’re not 
happy. But any smart banker knows it’s 
not what happens to you but what you 
do about it that determines your destiny. 

Many will create extraordinary 
breakthroughs, while others will observe 
the pattern for too long before acting—
or will do so ineffectively.

Let’s face it: The banking industry has 
had a luxury that few other industries 
have ever experienced—prospects who 
walk in the door, and customers who 
walk in regularly to do business with us. 

But now, bank CEOs are saying that 
whatever lobby traffic they do have tends 
to be transactional and ineffective.

We can wish and want for that luxury 
of optimal touchpoints to return. We 
can also hope the Tooth Fairy magically 
plants a quarter under our pillows. 
Equally likely. 

BY SHAUN HEUERMAN
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Our harsh new reality requires some 
rapid innovation and transformation 
for your bank to remain competitive, or 
even better, to pull ahead.

We can complain all you want about how 
it’s harder than it was in the good old days. 
Or we can chant “suck it up, buttercup,” 
and realize this is our new reality. 

It’s also a competitive advantage for the 
learning organizations that build the 
proficiencies and team courage to win at 
the new game. For those who don’t rise 
to the challenge, it may be time to sell 
the bank because there is little hope for 
those who hang on to what used to be.

How do you own the entire relationship, 
keep your clients, and achieve more of 
their business even if you’ve failed for the 
last three decades at improving cross-
sales and share of wallet? This has been 
a never-ending objective, but for most 
banks, the measurable improvement in 
results has been trivial.

What can you do now to hang on to your 
customers and deepen the relationship?

You can do what always works in 
business: find out who is getting 
consistently superior results and then 
figure out how to do what they do.

As Anthony Hopkins said in the movie 
The Edge: “What one man can do, 
another can do.”

Panic has set in about 
the eerily quiet lobbies 
and what to do about 
the diminishing ROI per 
call or lobby visit. 

Meet some brilliant bank executives who 
are mastering the full-relationship game 
for their banks.

They have moved their cross-sales 
needles both quickly and sustainably.  

At the core, they understand that 
cross-sales is the ultimate measurement 
of trust—the kind of trust at the 
foundation of every customer’s belief 
that you are the only bank necessary.

Secret Techniques to Turn Ordinary Personal  
Bankers into Cross-Sales Superstars

Home State Bank had always been 
revered by its customers. It was a pillar in 
its community, and customers loved the 
service and the people. 

Yet cross-sales had never been an area 
of strength until the bank started an 
integrated process of learning a proven 
system, along with organizational 
development, visibility, accountability 
systems, and always remembering that 
repetition is the law of learning. 

Did it work?

CEO Sid Jones was astonished at how 
quickly and sustainably the bank got 
some real traction: 

“For a team that didn’t ever think 
about sales before a year and a 
half ago, we’ve hit a 6.7 average 
for cross-sales for our whole 
team and have had individuals as 
high as 12!”

Sid Jones, 
CEO & President,  
Home State Bank

Cross-Sales Case Study #1: Integrated Process 
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Shaun Heuerman is a 
Leadership Consultant at The 
Emmerich Group, coaching 
community bank sales teams to 
target A+ quality credits and 
develop Level 4 USPs to win 

them at extreme premium pricing. Shaun can be 
reached at SHeuerman@EmmerichGroup.com

ABOUT THE AUTHOR

Cross-Sales Case Study #2: Precision of Implementing What REALLY Works

Cross-Sales Case Study #3: Relentless Pursuit of Excellence 

Donald John, CEO, 
Minnesota National Bank

Donald John, CEO of Minnesota 
National Bank, also accomplished a 
bit of a miracle in the transformation 
of owning the entire relationship. And 
notably, he accomplished this in the 
middle of a pandemic. 

What kind of results?

“We have seen a significant 
increase in our cross-sales since 
implementing your proven Retail 
Sales process. We have increased 
from a team-wide average of less 
than 3 to finishing 2020 at 5.91.

“We have also seen individual 
teammates grow from being fearful 
of ‘sales’ to routinely building 
customer trust, resulting in individual 
cross-sales of +10! 

“Utilizing weekly huddles, our 
leaders follow the Retail Sales 
process with precision, leading to a 
deeper understanding that these are 
win-win interactions.”

But what if your bank has been around 
a very long time and has had several sales 
training company attempts that have 
failed? In fact, what if you had two sales 
training companies that you fired as you 
started a new approach?

Of course, the team had to be chanting: 
“Here we go again. Let’s slow walk this 
one—we know this never works.”

Main Street Bank President Ellen Dorian 
was in that situation, but she broke the 
pattern of not getting the results. 

Ellen reports moving the cross-sales 
needle from 3.2 to 4.82 in 9 months. 
During a pandemic, no less.

Ellen, along with CEO Wally Dwyer, said 
it well: 

“Our employees now understand 
that cross-sales is a measure of 
trust, which aligns perfectly with our 
vision that “every 
customer feels like 
our only customer.” 

Ellen Dorian, President, 
Main Street Bank

She also said that the key has been 
100% consistency of weekly cross-sales 
tracking with a massive corrective 
action plan for any person who isn’t 
getting good results. Combining 
that with the weekly recognition of a 
job well done, the coaching process, 
and repetition of a learning and 
development system that has been 
proven to work has been foundational 
to the result. Happier customers. 
Happier employees. Happier executives. 

Here’s the good news: Even if you 
haven’t been successful in deepening your 
relationships with your customers in the 
past, know that it can be done. Quickly 
and sustainably. Even during a pandemic.
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Discover the Secrets  

that These Banks Have Used  

to Pull Ahead of Peers 

In this book, we reveal a set of strategies you can 
selectively employ to achieve dramatic and quantifiable 
improvement in one or more of these targeted areas:

A 2.0 ROA and NIM over 5

Cross-sales of 7.5+ per new account

Non-interest income growth of 65%

Net income increase of 27.6%

80% core deposit funded

Efficiency ratio lowered from 66% to 56% in a year

Demand deposits increased by 63%

Order your free copy online at: www.ExtraordinaryBanking.com/BB
Or call (952) 737-6700 or email CaseStudy@ExtraordinaryBanking.com



Significant challenges lurk in the dark:

Large banks and even non-banks are planning 
their sophisticated launches to target and pull 
away your best customers…and they have deep 
resources dedicated to it.

An unprecedented number of shiny new financial 
services apps come out daily…and they’re 
attractive.

Clients have people disgruntled at anything “old 
school” and are screaming for change at any cost.

Across the banking industry, the average number of 
cross-sales for a new customer is 2.2. Yet the average 
customer needs SIXTEEN financial products.

You’ve made it entirely too easy for competitors to 
take your customers away when you share the status of 
being “your customer’s bank” with 5-7 other banks. Until 
cross-sales are over 5, you really haven’t earned the 
label “my banker.” 

When your customers feel disconnected, 
underappreciated, and underserved, it’s easy for them 
to rush right down the street to another hungry bank 
willing to offer a better rate.

The most reliable way to keep your best customers is to 
earn and own the entire relationship.

How?

By mastering the art of cross-sales…

Has there ever been a more critical time to 
 own your clients’ entire relationship?

MASTERING THE ART OF 

CROSS-SALES
WEBINAR

Livestream Event | Thursday, March 11 | 10 a.m. CST

“In two years, loans are up 34%, assets are up 21%, and we’ve added 60 basis 
points to Net Interest Margin, but the really dramatic change is our cross-sales. 
We tripled, from 2.9 to 8.4, on average across the bank—we view this as the 
ultimate vote of trust from our customers. It’s unbelievable, but very real.”

—Keith Knudson,
CEO & President, Security National Bank



A little-known yet ingenious strategy for taking 
the focus off of rate and getting prospects to tell 
you what they value most so you can give them 
precisely what they want…and collect a premium 
fee for the effort

One very common “myth” that’s killing your  
cross-sales

An iron-clad system that achieves a cross-sales 
bump of over 100% in 4-5 months

Why most bankers, in an attempt to not be salesy, 
are actually being exactly that 

A quiet, unobtrusive, even innocent-looking way to 
increase your cross-sales—even if you think your 
staff can’t or won’t “sell”

This is a complimentary event and you’re busy. But ask 
yourself this question: “Can I really afford to miss this?”

The Cross-Sales Webinar is a must-attend 
for elite, ambitious, results-oriented 
executives who want to double their 
cross-sales in just a few short months

The Solution.....Mastering the Art of Cross-Sales Webinar

Livestream Event | Thursday, March 11 | 10 a.m. CST

A Blueprint for Unprecedented, Predictable Success

Join the Cross-Sales Webinar on March 11 for a proven cross-sales template. This is all new material and 
won’t be offered again. It includes:

For over 30 years, Roxanne Emmerich and her team at 
The Emmerich Group have been the only ones able to 
predictably take banks from 2.2 to over 5 and even 6 
cross-sales within one year—many had experienced two 
or three failed attempts.

This is a game-changer of about 10 points for their 
efficiency ratios.

More importantly, the system keeps those ratios intact…
for decades. 

“When we started with you, cross-
sales were in the 2s, and now we’re 
in excess of 5 on average across the 
company, with some banks well in 
excess of 7.”

—Michael Scheopner,
CEO & President, Landmark National Bank

Register online at EmmerichFinancial.com/Cross-Sales-Webinar or call (952) 737-6730.



Consolidation in our industry 
can trigger some predictable 
new problems.

In just a few short years, $500 million 
banks will hit or exceed the billion-dollar 
mark. And billion-dollar banks will 
become $2-3 billion banks.

What is obvious is that the executives 
who got you where you are now are 
nowhere near to being prepared for the 
executive functions of a bank of the size 
that you will inevitably be during the 
next round of consolidations.

 

I’ve spent my career working with exec-
utives in all different sizes of banks and 
advising executives of Fortune 500 com-
panies, and a common, sobering theme 
is unreadiness for the greater demands 
that come with rapid growth. Executives 
are too often like deer in the headlights 
of what’s barreling at them next.

BY ROXANNE EMMERICH
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Tackle Your Bank’s Upcoming 
Executive Competency Crisis 

Are Your Executives Maximizing Their Potential to Prepare for What Comes Next?



The Predictable C-Level 
Conundrum

Many executives in small banks (under 
$200 million) struggle to move from 
“individual contributor” or “manager” 
to executive function. They remain in 
the weeds and lack strategic thinking and 
implementation skills. 

As an executive rides the rocket from 
$500 million to $1 billion, they often 
f ind themselves unprepared to bring the 
critical thinking skills, necessary emotion-
al intelligence, and skills to understand 
that their role is bigger than department 
head—that as an executive, they are re-
sponsible for every outcome of the bank. 
They often haven’t developed the ability 
to see the bank holistically.

There is a grace and elegance required at that 
level, an ability to hold conversations with 
key constituents in a way that wasn’t neces-
sary before. Many find this new landscape to 
be a minefield because they are unprepared. 

Most well-managed banks should plan to 
be at least twice their current size within a 
few years, as many other banks give up and 
throw their keys at the survivors. That leaves 
two choices—you can either grow your cur-
rent team or you can recruit and replace to 
make sure your future talent matches your 
future needs.

Although many banks assume that they 
will acquire or recruit the talent they need, 
the actual stats on that plan don’t bode 
well for your future. Gallup research found 
that more than two in three executives are 
“not engaged” or “actively disengaged,” 
and many of those are actively considering 
leaving the company for another position. 
SHRM reported that 90 percent of the exec-
utives recruited into a company churn right 
back out again within a year. 

Whenever I’ve shared those statistics with 
CEOs, they’ve said: “I thought it was just me.”

Continued on pg 26
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From $1 billion to $5 billion, they often 
lack what is necessary to keep the culture 
innovative and protect the franchise from 
“big company disease,” where silos and 
inadequate information flows stomp on the 
spirit of the values that brought the bank 
to its previous level of success. As a result, 
culture suffers.

Having been an adjunct faculty member at the University of  
Wisconsin Management Institute for almost a decade working 
with Fortune 500 executives, what was clear from their supervi-
sors is that they often needed to be developed in these five areas.

The 5 Areas of Inadequacy of  
Typical Executives

Emotional intelligence—the ability to skillfully 
inspire, direct work, deal with difficult situations, 
and anticipate how people will experience things, so 
conversations can mitigate conflict.

Ability to think and execute systematically 
and holistically.

Understanding that if you have a C- or S- in your title, 
you have a revenue job, and you had better figure out 
how to be a leader that grows revenue.

Understanding that quickly getting people both 
effective at and confident about doing things they 
never dreamed they could do is a learned skill and 
system. Saying “I told them what to do” is evidence 
of a complete lack of understanding of their role of 
accountability to shifting the team’s results. 

Recognizing that humility, vulnerability, and authen-
ticity are essential. Without the ability to go there, 
they will be at the core of the dysfunction of their 
executive team and the team they lead.

1

2

3

4

5



Why are the top community bank CEOs all 
raving about TEG and their impact?

Stay Current and Informed!

Read more reviews at  https://g.page/emmerich-group

“The Emmerich Group has made such a developmental change 
not only for me personally but for our whole bank. Before EG, 
I didn’t feel like I had the confidence to talk to larger business 
customers… After starting with EG and going through their 
Accredited Banking Professional class, I now have the knowledge 
and confidence to have those conversations with those larger 
potential customers and to win their business for our bank!”

– Leslee Leverett, Senior Vice President of Electronic Banking, 
Farmers State Bank of Alto Pass 

“Our company has been a client of The Emmerich Group for 
the past 10 years. We have found its comprehensive program, 
including employee culture, strategic planning, hiring, sales 
training and much more, to be transformational. It far exceeds 
anything I have seen in my 44 years in banking. The Emmerich 
program requires commitment to getting outside one’s comfort zone 
and playing full on with the program. It may not be for everyone, but 
we have seen measurable results ranging from enhanced employee 
culture to margin to cross-sales to much more.”

– Rob McClure, Chief Operations Officer,  
The First Citizens National Bank

“Roxanne and her team at The Emmerich Group are an awesome 
partner with our bank. Our bankers’ focus on client service has 
increased tremendously in the short 16 months we have been 
working with them. We are blessed when we work with every TEG 
team member. They are helping us move our good bank to great.”

– Ted Williams, President & Chief Executive Officer, 
 TriStar Bank 

“The Emmerich Group has been a joy to work with over the years. 
We have been Emmerich clients for over a decade, and they 
have helped enhance the core of our company culture for the 
better. Roxanne and her team work with us one on one monthly 
and also offer a wide variety of conferences and training sessions 
so that our employees can grow and learn. The Emmerich Group 
has also given us great tools and consistent coaching. Thank you 
Roxanne, Kristi, Megan, and all of the team for giving us great 
support throughout the years!”

 – Trish Phillips, Executive Vice President Retail Bank,  
First Volunteer Bank 

For a multitude of reasons, not every 
current executive will be able to fulfill 
their role when your bank doubles and 
triples in size. Many simply lack the 
necessary development. 

A graduate school of banking program 
was a nice start on basic banking distinc-

tions, but it is not enough to create a 
high-performance executive. 

The likely reason that so many executives 
wash out shortly after joining an orga-
nization is that they have two hurdles to 
jump: competency and aligning with a 
different culture. 

The best time to prepare your future 
executive team is before they need to use 
new skills and abilities. Otherwise, you 
may be left dealing with a void that puts 
your growth on the skids.
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Want to identify the gaps in your executive team and get a 
plan for effective development of that team? Attend the 
complimentary Results-Rule Executive Development™ Webinar.

EmmerichFinancial.com/Executive-Development-Webinar or get on the waitlist for the  
next Executive Development class - EmmerichFinancial.com/Executive-Development
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“In the last three years, the ‘Blueprint’ has helped us have a breakthrough we never 
dreamed possible. Assets have grown 44%, loan growth is up 64%, net income 
has doubled, AND we were ranked #2 by SNL for banks under $1 billion.  

Best of all, we were named the 2019 Extraordinary Bank of the Year™ and our clients 
are all thrilled to see what our bank in our small community has accomplished!”

Available at EmmerichFinancial.com/bookstore

Just Released!

– Chris Floyd, CEO & President, First National Bank of Syracuse
#2 on 2016 SNL Top 100 Under $1 Billion, four-time Banky™ Award 

winner, awarded 2019 Extraordinary Bank of the Year by the Institute for 
Extraordinary Banking™

Must-Have Reading for Ambitious, Results-Oriented 
Bank Executives



If Andy Rooney were alive, he’d 
certainly have to ask, “have you ever 
wondered why?…

How can you leave a top priority 
unfilled… for decades?

Maybe, just maybe, we’ve been doing it 
all wrong.

YES, something is wrong.

The process is wrong.

The language is wrong.

The “training” is wrong.

The intention is wrong.

Based on the results, almost everything 
banks have tried for decades to deepen 
their relationships with customers has 
been an abysmal failure.

And now that we’ve acclimated our 
customers to staying out of our lobbies, 

whatever longstanding, endearing 
relationships our customers did have 
with our team members have dwindled 
further. 

Without that ongoing human 
connection, it stands to reason that your 
customers are an easy target for those 
who would like to pick them off.

If you don’t have the entire relationship 
of every customer, the barn doors are 
open, and the cows can see the beautiful 
outdoors. Hmmmm. I wonder what 
happens next?

It’s likely that 2021 will be the Year of 
the Great Money Migration, as money 
moves to and from financial institutions 
at a record pace.

“Have you ever wondered why bankers have 
been intentional about improving “share of 
wallet” for decades and yet, almost every bank 
has an abysmal cross-sales ratio?”

Why “Share of Wallet” 
is a Farce

BY KRISTI MILLER
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That raises a crucial question: How can 
you finally and sustainably solve the 
problem that has seemed unsolvable at 
most banks for decade after decade—
how to become the only banker all of 
your customers choose?

More important, how do you move 
beyond lip service on this topic, 
which has remained nothing more 
than a pipe dream despite millions 
of  training dollars and hours of  

persuasion from executives committed 
to solving this existential problem?

Like the old Lamb Chop song with the 
repeating chorus—“This is the Song 
That Doesn’t End”—you can count 
on your team to remain stuck in a loop, 
failing at the objective over and over as 
they try to make you happy. 

Their customers remain the customers 
of many other banks—each of them 

wanting to own that entire relationship, 
and each competing on rate as a result. 

It doesn’t have to be that way. 

A small group of elite bankers—who 
are catapulting ahead of other banks in 
almost every important metric—have 
figured it out. You can too, but only by 
recognizing that many of the beliefs and 
processes that have failed thousands of 
times probably aren’t worth trying again. 
How much more evidence do you need 
to stop doing what doesn’t work?

Once you accept the truth, there is hope. 

Continued on pg 31
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Their customers remain the customers of 
many other banks—each of those banks 
wanting to own that entire relationship—each 
competing on rate as a result. 



The “Million-Dollar
Roundtable”
of Elite Community 
Bank CEOs
“You’re the average of the five people 
you spend the most time with.” 
    – Jim Rohn

The Council™ Roundtable Virtual Day
March 4, 2021

CLAIM YOUR SEAT AT THE TABLE
What will it cost you and your bank to not have access to this respected brain trust of the top community bank 

CEOs in the country?  Think you might qualify for the most exclusive roundtable in community banking? 

Apply now to see if you qualify.   ExtraordinaryBanking.com/Council

If you’re surrounding yourself with people who never ask 
you tough, thought-provoking questions or push you to get 
better, you’ll never live up to your full potential.

What are the most results-oriented, revered, ambitious 
community bank CEOs doing right now?

Members of The Council™, the group of elite bank CEOs 
led by Roxanne Emmerich, are meeting weekly—in addition 
to twice per year for deep-dive sessions—to share intel, 
insights, and transformative ideas for pulling ahead through 
challenging circumstances.

Let’s face it: Fortunes are made during economic turbulence. The competitive edge you can get from the collective 
wisdom of a roundtable of the most exclusive, influential CEOs is more important than ever.

Members of the roundtable are, quite frankly, catapulting ahead of their competitors. Their innovation and wisdom about 
what really works now are creating enviable results breakthroughs beyond what the rest can even understand.   

What if you could have some of the highest-performing bank CEOs serving 
as your informal board of directors?

“The Council is the place to come to have real 
conversations that will change your game. 
Roxanne’s straight talk is always invaluable, and 
the hot seat is great.”

– Lloyd Harrison, CEO & President, Virginia Partners Bank

“The Council was a thoughtful experience as 
we dug deeper into critical issues important 
to us. The hot seat experience was the most 
meaningful.”

– Patti Steele, CEO & President, First Volunteer Bank 

“As a result of attending the CEO roundtable 
group, I was able to get out of my ‘local fish 
bowl’ and swap ideas from other CEOs’ ‘fish 
bowls.’ These new ideas and encouragement 
from other CEOs helped First Service Bank 
grow, net of PPP funds, 20% in 2020.”

– Tom Grumbles, CEO & President, First Service Bank 



TRUTH 1:  
For the most part, people would prefer 
to consolidate most of their accounts 
with one banker if they see that person 
as a source of wisdom worthy of their 
trust. You must accept the fact that 
you haven’t truly earned that trust yet. 
If you had, your result would already 
be different. 

TRUTH 2: 
Calling it “share of wallet” dehumanizes 
your people, who seek that objective to 
make you happy. The objective should 
instead be to become the only trusted 
advisor for your clients, with cross-sales 
being the metric proving that your 
people earned that trust. 

TRUTH 3: 
There’s an enormous chasm between 
saying “trusted advisor” and 
becoming one. Most bankers have a 
severe lack of understanding, distinctions, 
abilities, and skills that would even 
get them in the running to be trusted 
advisors. The Universal Banker model 
was an excellent start, but only takes them 
10 percent of the way there.

TRUTH 4: 
Almost all sales training does more harm 
than good. It violates the soul of the 
relationship your people have with your 
customers. People churn. Customers feel 
violated as games are played. It doesn’t 
belong in community banking. 

TRUTH 5: 
Your people need to have a far 
better understanding of how to 
help customers with their finances, 
and they need to obsess over client 
outcomes. That’s when they move 
from being transactional bankers to 
transformational ones.

TRUTH 6: 
This problem isn’t solved with training 
about what to do. It is solved with 
education about how to “be” with 
customers. Most bankers, although good 
product experts, tend to miss what they 
really need to understand. The basics 
of the art of questioning, listening, the 
psychology of money, and a systematic 
approach to increase confidence that 
they have real value to add where the 
new game of banking is now… However, 
most banks severely lag in their team 
members’ ability to do what is asked of 
them today.

The good news is that sustaining 
problems can be fixed once we ground 
ourselves in the true reality and get 
systematic about applying the education 
and systems that have been proven to 
work instead of repeating the mistakes 
of thousands applied over thousands 
of days. The great news is this: Banks 
that do the right things can fix these 
longstanding problems in less than five 
months—and more importantly, they 
can do it sustainably.

Kristi Miller is Senior Vice 
President and a Senior 
Leadership Consultant at The 
Emmerich Group, coaching 
bank executives to improve ROI 

by moving their teams from transactional bankers 
to transformational bankers. Kristi can be reached 
at KMiller@Emmerichgroup.com

ABOUT THE AUTHOR
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Six Truths That Will Help You Finally 
Improve Your Cross-Sales

Join us for the Mastering the Art of Cross-Sales 
Webinar on March 11 for a proven template to double 
your cross-sales in just a few short months. 

Register now at  
EmmerichFinancial.com/Cross-Sales-Webinar



Catapulting Culture
During COVID Craziness
What to Do Now to Keep Your People Happy and Productive

How do you advance and improve 
your culture in 2021 when all the 

forces are working against you?

June scolds a co-worker for coming 
into the room with his mask below his 
nose. A frightened teller gets short with 
a customer who isn’t social distancing 
despite signs requesting it. A ball drops 
in the operations team—everybody 

thinks that “somebody else” handled it. 
Tempers flare. Blame ensues. 

Most everybody seems stressed these 
days. Angry. Ready to snap.

I recently heard a person confess during 
a team meeting: “I’m so sorry about 
how I’ve behaved the last few months. 
With kids home from school while I’m 

trying to be productive to not let the 
team down, I have lost myself. I can’t 
even believe who I have become. I’m so 
embarrassed.”

Many organizations are watching 
their cultures deteriorate as their team 
members work from home, workloads 
expand, and everyone experiences more 
stressors than ever. 

BY ROXANNE EMMERICH

Continued on pg 35
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R.C. Burson, CEO, Valley Bank of Commerce 
Named #7 Best-Performing Community Bank Under $3 Billion by S&P Global  

NIM

ROA

Loan to Core Deposits

Net Loans

Net Income (000)

Star(2018)

3.43%

2.04%

32.42%

$54,166

$3,700

Current

4.08%

2.49%

48.42%

$77,839

$4,424

Could Your Bank Achieve  
Results Breakthroughs Like These?
These executives discovered that the Breakthrough Banking Blueprint™—banking’s only 
proven “franchise model” of high-performance banking, used by the highest-performing banks 
in America—helped them build sustainable, enviable results during good times and bad. 

Ready to explore how the proven Breakthrough Banking Blueprint™ 
template could catapult your performance while protecting you from 
challenging economic cycles?

Keith Knudsen, CEO, Security Bank
Ranked 98th Percentile for Profitability (ROA) Compared to Peer Group
Bank of the Year, Extraordinary Banking Awards - 2017

NIM

ROA

Assets Per Employee

Cross-Sales

Demand Deposits 
(% of Total Deposits)

Start (2014)

4.33

1.56

4.39

2.9

22.38

Current

4.65

2.64

6.47

7.8

43.14

C. Floyd, CEO/President, First National Bank of Syracruse
Named a Top Performer Under $1 Billion by SNL 2 Years in a Row

Assets (000)

Net Income (000)

Assets Per Employee      
($ millions)

Cross-Sales

Total Loans (000)

Total Deposits (000)

Start (2013)

$214,969

$2,289

4.39

2.2

$149,322

$180,869

Current

$374,542

$4,749

6.69

7.7

$298,118

$323,574

Bank of the Year, Extraordinary Banking Awards - 2019

P. Steele, CEO, First Volunteer Bank
Named #12 Bank Under $1 Billion by ICBA
Bank of the Year, Extraordinary Banking Awards - 2014

ROA

Assets (000)

Net Income (000)

Core Deposits (000)

Efficiency Ratio

Start (2004)

1.08%

$454,668

$4,850

$343,352

70.58%

Current

2.01%

$997,445

$20,086

$833,066

54.66%

Schedule a call today at TalkWithEmmerich.com to explore how you 
could predictably create better results with more peace of mind.  



Qualifying Bank Executives*, Request Your FREE Copy of

 “The Net Interest Margin Solution”
How to Add 40-50 Basis Points in the Next 12 Months

Call: 952-737-6730 or visit NetInterestMarginSolution.com
To qualify for this valuable FREE copy of “The Net Interest Margin Solution,” you must be a senior vice 

president or higher in a community bank with assets of $150 million or more. If you meet these criteria, 
don’t wait. Discover how to finally get the pricing you deserve today!

Now, More Than Ever, Net Interest Margin 
with Safer Credits Is the Answer to

Keeping Your Bank Independent!

Get Your Complimentary Book

"For seven years, prior to working with The 
Emmerich Group, our loan growth averaged just over 
2%. Since we started applying the Profit-Rich Sales™ 

Blueprint, annual loan growth has been over 8%. 
Our yield on loans is between 0.35% and 1.4% 
higher than that of our local peer group. We’ve 
made our franchise not only far more profitable but 
feel that we have a predictable success machine 
that will keep us safe during good times and bad."

– Keith Knudsen, CEO & President, Security Bank,  
Past Chair of the Graduate School of Banking, Colorado; 

named 2017 Extraordinary Bank of the Year™ by the Institute for 
Extraordinary Banking™ 



However, it doesn’t have to be this way. Your culture could 
actually improve during times like this. 

Yes, the pressures and lack of connection and bonding of your 
team can cause some deterioration of the excitement your team 
members had for work. They miss the team coffee breaks or 
talking about “last night’s game.” The stories and jokes. They 
miss working with people who have become true friends. 

They are lonely. Depressed. Scared.

As we approach the second year of the pandemic, further 
deterioration is likely unless you get extremely intentional 
about and effective at improving your culture. 

Time for a Culture Reset

How will you solve the problems that have accelerated as a 
result of the “new normal”?

Start by asking questions to understand what matters most.

About process

• What are this week’s priorities? 

• What part of that priority needs to be done by 
whom and when? 

• How will you communicate with exception-based 
reporting? 

• How does everyone on your team know the status 
of each other’s projects, and how can they step in 
to help?

About results

• How do people know whether the goals are being hit? 

• What individuals and teams need corrective action 
plans? Which should be acknowledged for over-and-
above results? 

• How do we know people are learning and developing 
themselves with ongoing education?

• How do we communicate a plan for catching up if 
something gets behind? 

About working through inevitable conflict

• How do we handle the inevitable misperceptions, noses 
out of joint, and lack of joyful human connection? 

• How are we working through the perceptions that 
others aren’t appreciative of someone’s hard work 
and efforts? 

• How do we solve the rubs that happen when people 
work together—before they blow up at each other? 

• How do people build connection, so they have each 
other’s backs during the inevitable upsets?

• When people have recently been normalized to all 
shouting and no listening, how do we bring them to the 
opposite approach, seeking first to understand when 
working with others?

Culture is not just a feeling. It is “this 
is how we do things around here.”  It 
is driven by effective interconnected 
systems that tie everyone and 
everything to the values and 
strategic plan—where everyone 
knows exactly how they tie to profit. 

Continued from pg 32

Continued on pg 36
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About feeling like family

How do we create space for people to connect? To have the 
human conversations that keep people connected? “Did 
you see Tom Brady’s epic throw to Gronkowski in the third 
quarter last night?” “Would you like to see the pictures of 
my daughter’s dance competition?” “Found out that my 
mom needs to go to a nursing home, and I hardly slept a 
wink last night.” 

So now it’s about building systems of connectedness to what 
matters in a way that they don’t fall apart when the next train 
wreck hits the news.

A New Cultural Reality of 2021

Although culture has always been the leading indicator of 
future growth and profitability, 2021 will be the year when 
the enlightened who have built effective cultural systems pull 
ahead, and those who haven’t done so suffer economically. 

Culture is not just a feeling. It is “this is how we do things 
around here.”

It is driven by effective interconnected systems that tie 
everyone and everything to the values and strategic plan—
where everyone knows exactly how they tie to profit. 

Those who don’t prioritize mastery of their cultures in 
2021—or who “wing it” by trying a few trite things—
are likely to spend the year wondering how they lost so 
much traction.

As we approach the second year of 
the pandemic, further deterioration 
is likely unless you get extremely 
intentional about and effective at 
improving your culture.

Roxanne Emmerich is the Founder of The Institute 
for Extraordinary Banking™, Editor of Extraordinary 
Banker® magazine, and CEO of The Emmerich Group®. 
For nearly 30 years she’s shaped the thinking and the 
results of The Best Banks in America™.  

She can be reached at : Roxanne@EmmerichGroup.com

Want to discover what
the top-performing
banks in this country do 
to create great cultures?  

Register your entire executive team for the 
complimentary Culture Mastery Webinar at 
EmmerichFinancial.com/Culture-Webinar

Culture
Webinar

Continued from pg 35
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How Elite, Results-Oriented Executives are  

During Challenging Times
MASTERING CULTURE 

Believe it or not, some banks are celebrating cultural 
breakthroughs despite the volatile economy and 
less-than-ideal working conditions. Their executives 
understand that culture is about systems. 

They know that a thriving culture is achieved 
when people are engaged, aligned and masterful 
at their craft.
 
Banks thrive and outlast economic uncertainty by 
building a culture that ties each team member to 
profit on a daily, weekly, monthly, and quarterly basis. 

At the complimentary Culture Mastery Webinar 
on April 15, you’ll discover strategies to keep your 
team engaged now that teams are dispersed, 
demands have escalated, and your people are 
exhausted and uncertain. 

The Culture Mastery Webinar, presented by the 
New York Times bestselling author of Thank God It’s 
Monday!, will show you how to catapult your culture 
to that of a workplace that combines a “results 
rule” focus with a “we love it here” attitude. 

Thursday, April 15 | 11 a.m. CDT
Complimentary Livestream Event 
Register online at EmmerichFinancial.com/Culture-Webinar 
or call (952) 737-6730.

“Thriving through challenges like those we face today is exactly why we have this 
long-term relationship. The Emmerich Group is all about culture, and they have 
helped us establish systems, processes, and people development so that we can 
differentiate BY our culture.”

—Keith Knudson,
CEO & President, Security National Bank



What Do Top-Performing Banks 
Know That the Others Don’t?

Get your copy at: BreakthroughBankingBlueprint.com
 Must-have reading for the most elite and respected community bank executives.

One Liberty Corporate Center
6625 West 78th Street, Suite 200
Bloomington, MN 55439

Top-performing bank executives across the country credit 
Roxanne Emmerich and the strategies in this book for 
guiding them through the last recession.

One CEO even called Roxanne a  
“one-woman economic recovery program.”

Hang on to Deposits, Keep All Your 
Customers, Master Revenue Sources, Get 
Your Team Massively Focused on Profitable 
Revenue — Don’t “Sign Up” for the Recession. 

Just Released!


