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Introduction 
PROGRAMME OVERVIEW

BANKSETA is an enabler of skills development and transformation in 
the broader banking & microfinance sector.

We support people development through partnerships, skills development, alleviating unemployment, 
creating a brighter future and enabling change.   

In the spirit of development and in response to your expressed skills development needs, we are pleased 
to launch this capacity building programme which will help you to remain relevant in an ever-changing and 
complex working environment.  

TARGET AUDIENCE
The programme is intended for junior and mid-level managers within the banking and microfinance sector.

PROGRAMME STRUCTURE 
The programme consists of 8 modules designed to equip you with the critical competencies you need to 
survive and thrive in work and in life. 

Difficult Conversations & Conflict
In this module you will learn effective ways to 
handle difficult conversations and conflict at work. 
You will identify the causes of workplace conflict 
and how to minimise the impact on self and others 
by turning difficult conversations into successful 

interactions

Managing Others

Manage the liquid workforce of today
In this module you will explore the nature  and 
complexity of todays liquid workforce. You will 
learn about how the world of work and the very 
nature of work is changing - demanding a shift 
in thinking and a new set of skills to thrive

Solving Problems in a Complex Work 
Environment
This module will give you an overview of the 
problem solving process, as well as key problem 
solving tools that you can use every day. You 
will learn to use valuable techniques such as 
brainstorming, mind mapping, cause & effect 
analysis, appreciative inquiry and the 6 thinking 
hats

Managing Self

Wellbeing in the Workplace
Being unhappy and stressed at work can cause illness, anxiety, 
poor performance and productivity. In this module you learn 
about wellbeing in the workplace. You will also learn how to use 
emotional and social intelligence as coping skills to maintain a 
healthy work-life balance

Thinking 
Critically
In this module you will learn 
about the key concepts of 
critical thinking and how 
important it is in your work 
and daily life. It will help you to 
assess and evaluate information 
and arguments to come to a 
decision.  Furthermore, it will 
give you the opportunity to 
reason through problems and to 
present arguments in a logical, 
compelling way

Shifting Your Thinking - 
Cognitive Flexibility
In this module you will explore 
various concepts of cognitive 
flexibility with the aim of 
developing and improving your 
own cognitive flexibility to thrive 
in a dynamic and complex work 
environment. Some concepts 
you will learn include: fast shifts in 
thinking, being accommodating 
of change, making use of multi-
faceted observation or having 
expanded awareness

Boost Your 
Emotional Agility
In this module you will explore 
the concepts and benefits 
of emotional agility in the 
workplace. You will learn how 
to get unstuck and embrace 
change in order to thrive at work

Creativity!
Creativity and innovation is what 
sets organisations apart from one 
another. In this module you will 
explore concepts of creativity and 
the important role it plays in your 
work and life. You will also learn 
how to use effective techniques 
to get your creative juices flowing 
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RULES OF APPLICATION

EXAMPLES OF APPLICATION

1. A team of engineers uses a brainstorming session to generate ideas on reducing the oil 
spillage in the Gulf of Mexico

2. A college management team meets to brainstorm on a new marketing technique to increase 
student enrolment

3. A family gets together over coffee to generate ideas for a New Year’s celebration 

4. A department store arranges for a brainstorm session on items’ display and location 
management

5. The process of deciding and applying for a new job (individual brainstorm)

6. A writer uses the brainstorming technique to choose a character’s name for a story or a movie

6 BASIC RULES

There are six basic rules in brainstorming intended to reduce social inhibitions among team members, 
stimulate idea generation, and increase overall creativity:

RULE 01
SOLICIT qUALITY IDEAS
Encourage the generation of 

lots of creative ideas.

Adapted from http://tutorials.istudy.psu.edu/brainstorming/

RULE 02
ENCOURAGE EVERYONE 

TO PARTICIPATE
Quantity is wanted - every idea 
is accepted and recorded. The 
more ideas, the more to choose 
from and the more likely ideas 

will spark new ideas.

RULE 03
ENCOURAGE 

FREEWHEELING AND 
EXPRESSION OF 

DIFFERENT IDEAS
“Freewheeling” is welcomed. 

Freewheeling means the wilder 
the idea, the better. It

is always easier to tame an 
idea than to make one more 

exciting.

RULE 04
DO NOT CRITICISE OR 

EVALUATE IDEAS
Criticism is ruled out. Suspend 

judgement. Every idea is 
welcome without critique or 

ridicule.

RULE 05
BUILD UPON OTHER 

GROUP MEMBERS’ IDEAS
Combination and improvement 
are sought. Ideas spark more 
ideas. Encourage everyone to 

participate and to build upon the 
ideas of others in the group.

RULE 06
RECORD IDEAS 

ACCURATELY DURING   
THE SESSION

Record the ideas. It is crucial 
to record the ideas generated 

during a brainstorming.



Customer Service Skills

Learning 

Unit 3

Learner Guide

Branch Manager’s Operations 



1. introduction

In this learning unit we look at the process and procedures that must be followed in order to run an 
efficient, effective branch.

1.1 Learning Outcomes

By the end of this section you will be able to:

• Understand the branch operating model and the operations scorecard

• Describe the opening and closing of accounts

• Understand the various financial transactional processes

• Explain the authorised signatories process

• Understand branch design and maintenance processes

• Understand the movement of cash in the branch environment.

2.1 Operational Strategy
Where do you play a role?

2. operational strategy

The operating 
model and the 

operations 
scorecard

Cash movement in 
branches

Opening and 
closing of 
accounts

The Design of 
Branch and 

process for Branch 
Maintenance

Financial 
transactional 

processes

Authorised 
Signatories

Efficiency

Engagement

Educate and Empower

Eliminate Angst

Entrench Sales

Expand Profit

Electronic Migration

Evolution

Learner Guide

Branch Manager’s Sales 



BURST GEYSER

facilitator toolkit

New aNd Improved 
MOTOR GLASS CLAIMS PROCESS
Now fixing a crack is so simple

New & Improved



0861  247  365  
0 = Emergency 

1 = Broker 
2 = Direct Customer 
3 = Speak to a Customer Service Representative 
9 = Repeat Options 

Selection Options 

1 = Agriculture Claims 
2 = New Claims 
3 = Existing Claims 
4 = Policy Related 
0= Repeat Options 

Selection Options 

1 = Autoglass or Windscreen  

New  Claims    

1 = Gauteng, Free State, Mpumalanga, 
Limpopo, Northern Cape, North West Province 

2 = Kwa-Zulu Natal, Eastern Cape and 
Western Cape  

Regional  Selec:on  for  Agriculture  Claims  

1 3 2 

CALL - NEW CLAIMS 

Agriculture 
Claims 

Or  
New 

Claims? 

Agriculture Claims 

Transferred  to  the  correctly  skilled  Claims  
Operator  based  on  the  regional  selec8on  

1 = Allsure Windscreen Claims 
2 = Commercial (Multisure) or 
Group Schemes Windscreen 
Claims  

Selected  Op:ons  

Transferred  to  the  correctly  
skilled  Claims  Operator  

New Claims 

Agriculture Claims New Claims 

ChaNNel 3: 
Motor Glass ClaiMs reGistration via telePhone (ivr)

NEw ANd IMPROvEd MOTOR GLASS CLAIMS PROCESS 5

our New aNd Improved moTor GlaSS ClaImS proCeSS 
introDuCtion 
OM Insure, previously MF, is constantly evolving to make it easier for you to do business with us.
we are excited to introduce our new motor glass claims process.  

The new workflow solution integrates all our systems for OM Insure claims processes.

Our motor glass process is the first of our processes to be introduced/improved.

PreferreD Channels
The following channels are available to register your windscreen claim with us:

mF is now known as om insure 
with effect from 5 June 2017.

please use one channel per 
claim and use that channel for 
all communication during the life 
span of the claim.

ChaNNelS To reGISTer Your wINdSCreeN ClaIm

ChaNNel deSCrIpTIoN

online motor Glass Claims Solution
n  You are able to register a claim directly from www.ominsure.co.za
n  This is one of our preferred channels

e-mail (Non Ivr)
n This is an existing channel
n You are able to log a claim via e-mail
n This is one of our preferred channels

Telephone (Ivr)
n This is an existing channel
n You are able to log a claim via your dedicated Claims Consultant

NEW

NEw ANd IMPROvEd MOTOR GLASS CLAIMS PROCESS 5











airport community training

pride in action

at the acSa passenger Services 

department or email: 

prideinaction@airports.co.za

BOOK 

NOW

airport community 

training

at the acSa 

passenger Services 

department or 

email: 
prideinaction@

airports.co.za

BOOK 
NOW

pride in action

my Quick reference guide

pride in action
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Giving customers a high level of service at each 
stage of their journey - from arrivals to departures 
- is your part of the link in the value chain.

Every person working at the airport represents the 
airport community in the passenger’s mind. We need to work together to form 
a strong unit that provides service excellence to our customers every step of 
the way and create the magic of a perfect service experience. 

the value chain
A value chain is the full range of activities that businesses go through to bring 
a product or service to their customers.  A very simple example would be 
something like this:

Coffee beans 
are sourced, 
purchased and 
delivered to 
the company 
warehouse

Marketing 
prices and 
markets the 
product and 
services

The packaged 
coffee is 
delivered to 
stores ready 
for serving to 
customers

Dedicated staff 
are trained to 
provide excellent 
service to its 
customers

At the warehouse, 
employees roast 
and package the 
coffee beans
ready for 
distribution to 
its stores

a chain is only 
as strong as its 

weakest link

•	Be	clear	and	concise
•	Check	that	your	message	has	been	understood	correctly

clear, Simple 
comm-

unication

•	Avoiding	problems	doesn’t	make	them	go	away,	it	makes	them	
expensive

•	Streamline	and	optimise	customer	service	processes	so	that	
they	work	well

efficiency

•	Put	yourself	in	the	passenger’s	shoes	-	understand	
their	frustration

•	Be	friendly	and	polite...a	bit	of	kindness	goes	a	long	
way

friendlineSS/ 
politeneSS/ 

empathy

•	How	easy	is	it	for	your	passenger	to	get	in	touch	with	you?acceSSibility

•	Keep	your	passenger	informed	to	avoid	frustration
•	Customer	satisfaction	reduces	when	passengers	are	left	
‘in	the	dark’

•	Responding	to	a	customer	should	not	only	be	fast	but	correct
•	Keep	your	knowledge	and	skills	up-to-date

accuracy

CoRe	CuStomeR	SeRviCe	PRinCiPleS	tHAt	
imPACt	on	tHe	AiRPoRt	uSeR	exPeRienCe

•	Customer	satisfaction	reduces	with	longer	resolution	times
•	Act	and	respond	quickly

Speed

Excellence in service happens when you:
• Deliver what your customers want and a little more
• Deliver better than anyone else
• Deliver every time with every customer - no exceptions and no excuses!

3. communicating customer Service excellence

tranSpar-
ency

Airports	Company	South	Africa	SoC	ltd	is	mandated	to	
understake	the	acquisition,	establishment,	development,	
provision,	maintenance,	management	and	control	or	
operation	of	any	airport,	any	part	of	any	airport,	

or	any	facility	or	service	at	any	airport	normally	related	
	to	the	functioning	of	an	airport	in	terms	of	the	

Airports	Company	South	Africa	Act	no.	44	of	1993.

1. acSa’s customer Service philosophy

Key	Components	of	the	ACSA	
Passenger	Service	Strategy

ACSA’s transformation 
extends far beyond the 
highly visible expansion 
and additions to its 
infrastructure, to embrace 
successful commercial 
principles and a strong 
passenger service ethic.

to	have	purposeful	engagements	with	all	our	stakeholders	
towards	an	agreed	scope	of	engagements	and	delivery	of	

expected	outcomes.

to	drive	a	culture	of	excellence	in	customer	service	and	
communication.

ouR	mAndAte

our commitment to StakeholderS

our pledge to cuStomerS

ouR	
miSSion

ouR	
viSion

ouR	
StRAtegiC	
PRoPoSition

To develop and manage 
world-class airport 
businesses for the benfit 
of all stakeholders

To be a world-leading 
airport business

To build an efficient 
customer-focused 
business

the acronym for our value is:

paSSion reSultS integrity diverSity excellenceP R i d e

Our strategy has been prepared to achieve our mission and vision.  three core 
business pillars have been put together to ensure that we remain relevant and 
focused on achieving our objectives. 

The summary below highlights the passenger service elements of the three core 
business pillars which supports ACSA’s vision statement.

•  Improve passenger 
experience through 
demonstrated 
operational 
excellence

• Enhance 
reputation through 
demonstrated 
business excellence

• Increase stakeholder 
satisfaction 
through effective 
partnerships

• Promote diverse 
business 
partnerships that 
provide the latest 
trends in airport 
facilities and services

• Provide safe, secure 
and accessible 
airports

• Create a diverse 
business that 
reaches our 
communities locally 
and globally

• Manage and 
develop a diverse 
high performing 
and engaged team 
in a positive work 
environment

• Promote partnerships 
that contribute to 
increased connectivity 

• Take care of the 
environment and 
the communities we 
serve

Our commitment to providing passenger service excellence 
is a core value that all airport community members should 

demonstrate internally and externally across the organisation.

run
airports

develop
airports

grow foot 
print

tHRee	CoRe	BuSineSS	PillARS
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1. IN ThE BEGINNING:

Joe left college and got a good job at star 
Publications. 
Joe met mandy, the girl of his dreams and they 
got married. 
They rented their first apartment together.
Joe opened a joint bank account and got 
approved for a credit card at the same time.

The couple started a family. Mandy stopped 
working and stayed at home to raise the family.
Joe got Mandy a second credit card on his 
account so that she could pay for household 
expenses.

2. ThE BooM:

To make more money, Joe started his 
own advertising agency.
He landed a lucrative 2-year contract 
with a big print newspaper.
he opened a business banking 
account with an overdraft 
facility.

The couple moved from the 
apartment and bought a lovely 
house (to pay off over 20 years).

They bought a second car for 
Mandy (to pay off over 5 years)

3. ThE BuBBLE BuRsT:

Then the trouble started, the newspaper
company (Joe’s biggest client) went out of
business and Joe lost the income from the
contract, the other contracts he had were too
small in value to cover the company expenses.
he financed his business expenses from 
their personal credit cards and maxed out 
his business account overdraft.

The creditors started hounding them as they got
further and further behind in their payments.
They recall that the bank’s collections agents were always 
professional, and did everything in their power to assist Joe and 
mandy out of their
predicament – they were never made to feel embarrassed about 
their situation. 
Joe went to the bank to ask for a further loan to tide the business 
over, but it was declined due to affordability.

4. ThEy TRIED ThEIR BEsT:

Mandy went back to work to help pay the 
mounting bills. They sold Mandy’s car and 

downgraded Joe’s car. They wiped out 
their savings account and then interest 

rates and the petrol price went up, making 
the situation even worse. They were in 

constant contact with their creditors to make 
payment arrangements; they did not try to
 hide from the problem. They drastically cut 

back 
on their living expenses. The final straw - Joe 

got very ill from the stress and was boarded for 
3 months from work!

Mandy was left to deal with the situation – at 
this stage they were many months in arrears 

with most creditors, and some accounts 
went legal. They were now on the brink 

of bankruptcy  and losing everything; the 
business,  their house and car.

5. GETTING ouT of 
fINANcIAL DIsTREss:

Joe and Mandy sought financial 
advice from the bank.

The bank offered to 
consolidate the majority of 

their debt into their home loan, 
which had some equity and extend 
the term of their bond to 30 years.

This freed up just enough money to 
systematically pay off the remaining 

loans (i.e. credit cards & clothing 
accounts).

The bank literally changed their lives! 
From that day on Joe and mandy, slowly 

clawed their way back to financial 
health paying off their outstanding 

debts one by one.

Joe continues to build his business 
taking 

care to not put all of his eggs in one 
basket.

Mandy continues to work to supplement 
their income. They are slowly paying 

back their debt, but  it will take several 
years before they are debt free. They 
have started a small savings fund for 

emergencies. They are slowly rebuilding 
their credit record.

They feel that they have nothing to be 
ashamed of, life happens to everyone! 

It is how we respond to it that makes 
the difference.

6. oN ThE RoAD To REcovERy:

ORIENTATION TO    
     YOUR WORLD

   
   1. ThE BIG pIcTuRE 1.1. ThE BANK’s sTRATEGy cAscADE

AMc

Gss

cRR
The Big picture

In the video, the CEO highlights the importance of a shared purpose as the 
reason for why we come to work everyday.  A purpose allows us to collectively 
achieve something greater than ourselves; it gives us something to aspire to 
and sets us on a path to the future.  

With this in mind let’s have a look at how the bank’s strategy cascades (flows) 
from the Standard Bank Group goals and purpose to CRR - ensuring alignment 
of all of our efforts.

vIDEo
   OUR PURPOsE: a mEssaGE 
FROm THE CEO

sBG

standard Bank 
Group

01

02

03

04

pBB

personal and 
Business 
Banking

Gss
Group shared 
services

cRR

credit 
Rehabilitation 

and Recoveries



















































office +27 (11) 475 2881 · +27 (11) 475 0616
mobile +27 (82) 490 6799 · +27 (72) 844 7783
email rous@tte.co.za · bolt@tte.co.za

physical address
143 utopia st, rCe

Diswilmar ah
Hendrik Potgieter Road

Mogale City, 1732

postal address
Po Box 5112

Weltevredenpark, 1715


