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Teller Specialist Certificate Program Course Catalog 

 
Teller Basics 
 
Banking is a people-oriented service industry. As in other service industries, customers 
expect quick, efficient, courteous service. However, in banking, expectations are 
heightened. Customers need to know their transactions are being processed by 
professionals who care about them and their money. This course will provide bank 
tellers with the information they need to effectively serve bank customers. Course 
length ≈ 27 minutes 
 
Learning Objectives:  
 

• Identify how your interactions, efficiency, confidence and knowledge impact a 
customer’s experience 

• Identify what is expected of bank tellers when it comes to processing 
transactions 

• Discuss security issues relevant to bank tellers 
 
Course Outline: 
 

• Professionalism (customer care, efficiency, confidence, assistance, knowledge, 
errors and complaints) 

• Transactions (deposits and withdrawals) 
• Security (teller stations, transactions, opening the bank, robbery) 
• Frauds and Scams 

 
Deposits 101 
 
In the United States the primary functions of the banking industry are accepting 
deposits and extending credit. These two principles form the foundation of the 
American banking system. Accepting deposits is primarily the responsibility of a bank's 
tellers. Tellers are the people who, on a daily basis, process customers' money into 
checking, savings and other types of accounts. This course will provide you with an 
understanding of the deposit side of banking. Course length ≈ 17 minutes 
 
Learning Objectives:  
 

• Discuss the common types of accounts 
• Identify the common components of a deposit 
• Ensure the deposit slips you process are filled out accurately 
• Discuss the different types of deposits customer may make 
• Discuss the concept of debits and credits 

 
Course Outline: 
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• Deposit account types 
• Deposit slips (elements, completing, security, types) 
• Types of deposits 

 
Currency 101   
 
An in-depth knowledge of currency is one of the most important aspects of being a 
bank teller. As a teller, you will process, handle, and exchange large amounts of 
currency on a daily basis. As a result, you need to know the different types of American 
currency and how to spot fake currency. This module will provide bank tellers with an 
overview of currency. We will discuss the different types of bills you will come across and 
methods to detect counterfeit currency. Course length ≈ 18 minutes 
 
Learning Objectives:  
 

• Describe the types of currency in circulation in America 
• Describe the importance of currency knowledge to the bank teller job 
• Discus the history of currency in America 
• Identify counterfeit currency 

 
 
Course Outline: 
 

• Currency (types, denominations) 
• Design and Security Features 
• Counterfeit Currency 

 
Handling Money   
 
Bank tellers handle more money than almost any other profession. Furthermore, tellers 
are expected to handle and process large quantities of money quickly, efficiently and 
securely. The way you count money affects the customer's perception of your 
efficiency and is important to the bank's security. This module will show you techniques 
for counting and packaging currency and highlight security procedures you should 
employ when handling money. Course length ≈ 12 minutes 
 
Learning Objectives:  
 

• Count money 
• Securely pack currency 
• Employ security measures to ensure your station isn’t exposed to security risks 

 
Course Outline: 
 

• Money Counting Methods 
• Packing Currency 
• Security 

 



v.3 

Balancing 101   
 
Balancing a cash drawer is an important part of any front-line cash handling job. In 
banking this importance is magnified. Balancing your cash drawer is vital to your 
success as a bank teller. An unbalanced cash drawer means that unaccounted money 
has either come into, or left, the bank. This module will provide you with an 
understanding of balancing and the audit process. Rev-10/19. Course length ≈ 15 
minutes.    
 
Learning Objectives:  
 

• Maintain the accuracy of your cash drawer on a daily basis 
• Explain the reasons a cash drawer may be over or short, and what you can do to 

reduce the changes of this happening 
• Discuss the audit process 

 
Course Outline: 
 

• Balancing 
• Accuracy and Security 
• Over 
• Short 
• Cash Audits 

 
Checks 101   
 
The check has existed, in one form or another, since the 9th century. Checks were 
originally developed as means to make a payment without carrying large amounts of 
gold or silver coins. The use of checks today has not changed much – they are still an 
alternative means of payment to cash. However, the make-up of a check has 
changed. Bank tellers need to understand checks. Your customers write them, make 
payments with them, and cash them. This course will provide you with an overview of 
checks. Course length ≈ 17 minutes 
 
Learning Objectives:  
 

• Discuss the difference check types you may come across during your career as 
a bank teller 

• Identify the parts of a check including elements required for processing 
• Describe the proper procedure for depositing and cashing checks presented to 

you by customers 
 
Course Outline: 
 

• Types of checks  
• Overview of a Check (parts and security features) 
• Check Handling (examining for alterations, cashing, depositing, holds) 
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Understanding Endorsements   
 
An endorsement is a signature on the back of a check assigning interest to another 
party. The person who has endorsed the check has, by signing the back of the check, 
approved of the other party's interest in the check. As a bank teller, you need to 
understand endorsements. This module will provide you with an overview of 
endorsements, tell you what makes an endorsement acceptable, and discuss problems 
you may encounter. Course length ≈ 13 minutes 
 
Learning Objectives:  
 

• Identify the common types of endorsements 
• Identify acceptable endorsements for check processing 
• Address common problems tellers run into with endorsements 

 
Course Outline: 
 

• Blank Endorsements 
• Special Endorsements 
• Acceptable Endorsements 
• Common Problems 

 
Check Cashing  
 
Cashing a check is more complex than simply making sure the check is legitimate and 
handing over or depositing the money. Banks have different policies for checks written 
on accounts the bank holds than they do for checks written on accounts held by other 
banks. Banks also have different rules for cashing a check presented to you by a bank 
customer than they do for checks presented to you by a non-customer. Course length ≈ 
20 minutes.    
 
Learning Objectives:  
 

• Outline the process for cashing “on us” checks for both customers and 
noncustomer 

• Discuss what you should do when presented with a check from another bank by 
both customers and non-customers 

• Outline the process for cash back or split-check transactions 
• Help prevent check processing frauds and scams at your bank 

 
Course Outline: 

• On-us checks 
• Other checks 
• Cash back 
• Check-related frauds and scams 
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Telephone Basics  
 
Being a teller isn't just about face to face interactions with customers. You are also 
expected to interact with customers and potential customers over the phone. In order 
to securely and efficiently serve customers over the phone you need to have an 
understanding of telephone-based customer service, as well as the proper security 
procedures for conducting bank business over the phone.  
 
Learning Objectives: 

• Courteously and securely assist customers and non-customers over the phone 
• Discuss the heightened security procedures necessary for telephone banking 
• Identify the procedures for dealing with telephone-based threats 

Expanding Customer Service 
 
In this course we will look at the changes and challenges faced by community banks 
and talk about the role of employees. 
 
Learning Objectives: 

• What are the recent trends in banking and how do they affect our bank? 
• Why has the bank decided to do training and how will we benefit? 
• What does customer focus mean, and what is its meaning for me? 

We Have What They Need 
 
This course focuses on the products and services we use to keep our customers happy. 
We will explore a powerful concept for helping the bank expand its customer 
relationships – the Customer Pathway. Then we will tell you about the language 
of features and benefits so that you can better communicate the value of the bank's 
offerings. 
 
Learning Objectives: 
 

• Actively work to improve customer awareness of products and services 
• Define the term customer pathway and explain its relationship to customer 

loyalty and business performance 
• Discuss with customers the features and benefits of products and services 

 
A Minutes Can Matter 
 
Many of us chose to work in banking because we enjoy other people. People in 
banking are known for their friendly, service-minded attitudes. This is especially true in 
community banking. We are proud of our long-term employees, our community 
involvement and our relationships with customers. We will look at how we can use 
our relationships with customers to distinguish our bank from competitors and cultivate 
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loyal, long-term customer relationships. We looked at how employees can provide 
exceptional service even in brief interactions with customers. 
 
Learning Objectives: 
 

• Demonstrate exceptional service in each interaction with a customer. 
• Create conversational links from customer needs to bank products and services. 
• Suggest new products and services to customers. 
• Correct customer misunderstandings in response to product suggestions. 
• Reinforce customer decisions to add new products or services. 

 
Focus on Customer Needs 
 
In this course we will look at longer, more comprehensive transactions with our 
customers. In these longer transactions, we have more time to explore and meet the 
customer's needs. We can be reassured the bank is doing all it can for its customers. A 
substantial part of providing good service in longer transactions is educating our 
customers about the bank's products and services and how they can help them. We 
will also continue the topic of handling customer resistance. 
 
Learning Objectives:  

• Question customers to identify needs. 
• Match products and services to customer needs. 
• Create customer awareness of needs and educate customers about the 

bank's products and services. 
• Give recommendations for new products and services to customers. 
• Handle customer challenges to product and service recommendations. 
• Routinely reinforce and support customer decisions. 

Meeting Customer Needs with Teamwork 
 
Exceptional service requires more than just strong individual performance. Great 
customer service requires that we work as a team. The focus is on sustaining high-quality 
service across all departments, jobs and roles in our bank. We will start by discussing the 
importance of teamwork. Then we will examine the concept of continuous service. We 
will look at how to build better teams and develop a model for making referrals within 
the bank. Finally, we will review the importance of supporting and reinforcing our 
customers' decisions. 
 
Learning Objectives:  
 

• Explain why teamwork is essential to working effectively with customer 
• Identify characteristics of effective teams and teamwork 
• Identify the strengths and weaknesses of the bank’s team of employees 
• Demonstrate respect for co-workers in working as a team 
• Work as a team to meet customer needs through referrals 
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• Reinforce customer decisions to add new products and services 
 

Exceeding Customer Expectations 
 
This course emphasizes using teamwork to provide exceptional service and respond to 
customer problems in a way that will increase customer loyalty and retention. Providing 
exceptional customer service is a continuous process of uncovering and resolving 
problems. This is not a one-time event, but an ongoing journey. In other words, the new 
skills we learn in this course need to become a habit for everyone in the bank. 
 
Learning Objectives:  

• Identify the impact that service quality has on customer perceptions, customer 
retention and potential new business. 

• Routinely request input from customers on service quality. 
• Use a methodical approach to resolve customer problems and change the 

perceptions of unhappy customers. 
• Describe community bank customers' expectations for service. 
• Identify and sustain the elements of the high-quality service provided 

by community bank employees.   

Product Knowledge and Cross Selling 
 
As a frontline employee, you are often called upon to open a new account. In this 
situation, you need an excellent understanding of your bank's products and services. 
You have to be able to answer questions. And, of course, you want to provide the best 
possible customer service. In this course, we will look at how knowledge of your bank’s 
products and services will help you meet customer needs and build strong customer 
relationships. 
 
Learning Objectives: 
 

• Identify customer needs 
• Use Customer Pathways to identify products and services for customers 
• Use the Product Recommendation Grid 

 
Course Outline: 
 

• Meeting Needs and Exceeding Expectations 
• Identify Customer Needs 
• Know Your Bank’s Products and Services 
• Customer Pathways 
• The Product Recommendation Grid 
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Introduction to Compliance for Tellers 
 
Bank tellers have many responsibilities within their organization. In addition to processing 
customer transactions and providing quality customer service, they are responsible for 
ensuring their actions are in compliance with banking rules and regulations. This course 
provides an overview of the laws and regulations that tellers should be familiar with. This 
course is intended for those that perform teller functions. Course length ≈ 20 minutes. 
 
Course Outline: 
 

• Bank Secrecy Act (BSA)/OFAC 
• Deposit Regulations (Reg D, CC, E) 
• Privacy (Reg P & Financial Privacy) 
• Unfair Deceptive Abusive Acts or Practices (UDAAP) 
• Fair Credit Reporting Act (FCRA) / FACTA 
• Community Reinvestment Act (CRA) 
• Non-deposit Investment Products (NDIP) 

 
Red Flags Identity Theft Prevention Programs 
 
Every financial institution must develop and implement a written identity theft 
prevention program that is designed to detect, prevent, and mitigate identity theft in 
connection with the opening of an account. This course discusses the information you 
need to implement and maintain a fully compliance program at your bank. This course 
is intended for all personnel of the bank including, frontline, lenders, operations, and 
compliance. Course length ≈ 30 minutes.  
 
Learning Objectives:  
 

• Explain the necessary components of a Red Flags Identity Theft Prevention 
Program 

• Establish a Red Flags Identity Theft Prevention Program at your bank 
• Understand the change of address policies your bank is required to have as a 

part of its Red Flags Identity Theft Prevention Program Implement proper Red 
Flags Identity Theft Prevention Program training policies for staff at your bank 

 
Course Outline:  
 

• Overview 
• Establishing the Program 
• Change of Address Requirements 
• Recordkeeping and Enforcement 
• Fraud Alerts 
• Examples 
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Bank Secrecy Act: Frontline & Deposit Operations 
 
This course is made up of five individual courses that cover a variety of topics that 
affect frontline and deposit operations staff. (1) Currency Transaction Reports – when to 
complete a CTR, Suspicious Transactions and CTR Exemptions. (2) Customer 
Identification Program – collection and verification of information, retention, and 
notices. (3) CDD and Beneficial Ownership – Fifth Pillar of BSA including Beneficial 
Ownership rules. (4) Suspicious Activity Reports – requirements of SAR’s and how to 
identify suspicious activity. (5) Recordkeeping, OFAC and Information Sharing – 
Monetary Instrument Logs, Funds Transfers, OFAC and Information Sharing 
 
Elder Financial Abuse 
 
Elder financial abuse is an issue all banks need to take seriously. In order to properly 
combat the financial abuse of elders at your bank it is important to understand the 
ways financial abuse can occur and the steps you can take to prevent it. This course is 
intended for all frontline staff and those whom interact with customers. Course length ≈ 
40 minutes. 
 
Learning Objectives: 
 

• Define elder financial abuse 
• Recognize the types of elder financial abuse 
• Identify potential perpetrators of financial abuse 
• Review factors that contribute to elder financial abuse 
• Identify signs of elder financial abuse 
• Recall ways of responding to suspected elder financial abuse 
• Outline measures to prevent elder financial abuse 

 
Course Outline: 
 

• Defining Elder Financial Abuse 
• Identifying Contributing Factors 
• Detecting Financial Abuse 
• Preventing Elder Financial Abuse 
• Reacting to Elder Financial Abuse 

 
Robbery Response Techniques for All Personnel 

All bank personnel are just as responsible for maintaining the institution's Security 
Program as is the Security Officer and the role is a simple, but critical, one. This course 
discusses options – not absolutes – for handling robberies and related offenses. Having 
options or a "menu" of available choices – and knowing what those options are and 
how to use them – is important to the safety of all bank employees and customers. The 
more options available means one can be more flexible and versatile when responding 
to emergency events. This course is intended for all bank personnel. Course ≈ 22 
minutes. 
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Learning Objectives: 
 

• Why is critical decision making so important? 
• How should I describe robbers? 
• What types of robberies are most common? 
• Is there a difference between business crimes and personal crimes? 
• How can I determine my vulnerability?  
• Should I develop a robbery response plan? 
• What are the most effective robbery prevention techniques? 
• Who handles media relations after a robbery? 

 
Course Outline 
 

• Decision Making 
• Robber Descriptions 
• Common Robberies 
• Business vs. Personal Crimes 
• Vulnerabilities 
• Response Plan 
• Prevention Techniques 
• Media Relations 
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