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Universal Banker Certificate Program Course Catalog 

 
Introduction to the Universal Banker Certificate Program 
This is a short course that explains what a Universal Banker is and some of the courses 
included in the program 
 
Developing Strong Customer Relationships 
 
Your customers will make you or break you, and developing relationships is the bottom 
line. Find out how you can provide consistent and legendary customer service to 
maintain your competitive position. 
 
Learning Objectives:  
 

• Identify your customers 
• List techniques to assess and evaluate customer perceptions and expectations 
• Recall methods to communicate information about customer to employees 
• Recognize the benefits of extraordinary customer service 
• List methods to create a customer-friendly workplace 
• Recall strategies to resolve customer service problems 
• Select approaches that can be used in handling difficult people and situations 
• Outline ways of maintaining a customer-friendly culture 

 
Introduction to Consumer Lending 
 
Consumer lending is a cornerstone of the U.S economy. Customers need access to 
credit to purchase goods. This course provides an introduction to consumer lending in 
regard to the history of consumer credit, different types of consumer loans, and credit 
criteria. Course length ≈ 20 minutes.  
 
Learning Objectives:  
 

• Explain the history of consumer lending 
• Describe the different types of consumer loans Use credit criteria to evaluate 

prospective borrowers. 
 

Course Outline:  
 

• What Is Consumer Lending? 
• Types of Consumer Loans (non-real estate) 
• The 5 Cs of Credit Criteria 
• The Fair Credit Reporting Act 
• Penalties for non-compliance  

 
 
 



v.3 

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: 
 

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

 
Acting Effectively on a Team 
 
Working as a team is an important part of most organizations. Becoming a high-
performance team involves understanding your own skills and limitations as well as 
though on your team. This course is designed to help you contribute more effectively to 
your team and help your teammates do the same. It will expand your understanding of 
the challenge’s teams face and what you can do to overcome them. 
 
Learning Objectives:  
 

• Explain why you are on a team 
• Describe the kind of members that make up a team 
• Identify effective and ineffective communication styles 
• State how to give and receive feedback 
• Outline the different types of team roles 
• List the states of team development 
• Recognize the different working styles within a team 

 
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 
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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 
• Reinforce customer decisions to add new products and services 

 
Ethics for Bankers 
 
Business ethics is a serious subject for executives, managers, and front-line employees. 
All bank employees are expected to make good decisions every day based on the 
organization's values and contemporary standards in business ethics. This course will 
help you understand the importance of recognizing an ethical dilemma and then 
acting accordingly. It will also assist banks in making sound decisions based on the 
principles of business ethics. Course Length ≈ 22 minutes. 
 
Learning Objectives: 
 

• Explain the importance of business ethics 
• Identify the core values of banking 
• Outline a process for ethical decision making 
• Discuss some ethical problems banks can be confronted with 

 
Fair Lending Laws 
 
Congress has passed a number of acts ensuring that banks distribute credit fairly. 
Although not required by any one regulation, examiners are requiring certain bank 
personnel to receive annual fair lending training. This course discusses the specific 
regulations that pertain to fair lending laws and practices. 
 
Course Outline: 
 

• The Fair Housing Act (FHA) 
o Coverage 
o Enforcement 
o Prospective and retrospective relief 
o Record retention 
o Advertising requirements 
o FDIC monitoring 
o Common concerns 

• The Equal Credit Opportunity Act (ECOA) 
o Discriminatory actions 
o Types of lending discrimination 
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o Reg. B purpose 
o Relation to state laws 
o Record retention 
o Information for monitoring purposes 
o Notifications 

• The Home Mortgage Disclosure Act (HMDA) 
o Requirements 
o HMDA-LAR required contents 
o HMDA-LAR required data 
o Non-compliance 
o Reporting 
o Public disclosure 

• The Community Reinvestment Act 
o Evaluations 
o Non-compliance 
o Assessment area delineation 

 
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 

 
Presentations That Work 
 
One of the biggest fears for managers and others is speaking in public. You will receive 
worksheets and checklists to help you plan and present your remarks for the most 
impact, and you will learn how to deal with the anxiety that so often accompanies 
such assignments. The course includes tools and techniques to help you determine 
what the audience wants and needs, methods to gauge their needs, and a structure 
for organizing and formatting a good presentation. 
 
Learning Objectives: 
 

• Identify your audience needs 
• Select a topic that is based on the needs and interests of your audience 
• Choose an appropriate method of delivery for your presentation 
• Plan and structure the content to support the purpose and objectives of your 

presentation 
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• Apply techniques for consistent body language 
• Deliver an effective presentation 

 
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.   

Credit Cards and Debit Cards 
 
Credit and debit cards are used by nearly all persons throughout the world. There are 
rules in place to inform and protect consumers whom apply for and use credit and 
debit cards. This course will cover the requirements for issuing credit and debit cards at 
your institution. Course length ≈ 55 minutes. 
 
Learning Objectives: 
 

• Ensure all credit card application and solicitation policies and procedures at 
your bank are in compliance with the necessary regulations 

• Understand the rules your bank must follow regarding issuance and reissuance of 
credit and debit cards 

• Understand the regulations regarding interest rates, fees and charges 
• Implement compliant billing error resolution policies 

 
Course Outline: 
 

• Credit Card Applications, Solicitations, and Disclosures 
• Reissuance of Cards and the Red Flags Rules 
• Interest Rates, Fees and Charges 
• Billing Error Resolution 
• Credit Limits 
• Issuing Debit Cards 
• Disclosures 
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• Change in Terms Notice and Error Resolution Notice 
• Debit cards and overdrafts 

 
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 

 
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 
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• Detecting Financial Abuse 
• Preventing Elder Financial Abuse 
• Reacting to Elder Financial Abuse 

 
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 
 
Introduction to Deposit Compliance 
 
Deposit accounts are a necessity for all financial institutions. There are several laws and 
regulations that surround deposit accounts, the transactions that occur within them, 
and related products and services. This course will provide an overview of many of 
those regulations. Course length ≈ 25 minutes. 
 
Course Outline: 
 

• Regulation DD – Truth in Savings Act 
• Regulation CC – Expedited Funds Availability Act 
• Regulation E – Electronic Funds Transfer Act 
• Regulation D – Reserve Requirements 
• Regulation GG – Unlawful Internet Gambling 
• E-Sign Act 
• Bank Secrecy Act 
• Privacy (Regulation P & Financial Privacy) 
• Marketing Rules (Advertising, UDAAP, TCPA, CAN-SPAM, COPPA) 
• Fair Credit Reporting Act/FACTA 
• Community Reinvestment Act 
• Non-deposit Investment Products (NDIP) 
• Bank Bribery Act 

 
Introduction to Lending Compliance 

Banking laws and regulations have existed for decades however since the financial 
crisis beginning in 2008, the amount of regulations have grown significantly, mostly in 
part due to the enactment of the Dodd Frank Consumer Protection Act of 2010. It is 
imperative that lenders, loan operation staff, management and board of directors are 
aware the compliance rules when accepting and originating applications for credit at 
their banks. This course will provide an overview of the laws and regulations that affect 
the lending side of the bank. Course length ≈ 30 minutes. 
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Course Outline: 
 

• Fair Lending Laws (Reg B – ECOA, FHA, HMDA, CRA) 
• Mortgage Lending (Reg Z, Reg X – RESPA, Reg B, Flood, SAFE Act, E-Sign Act) 
• Military Lending (MLA, SCRA) 
• Bank Secrecy Act/OFAC 
• Privacy (Regulation P & Financial Privacy) 
• Consumer Protection (UDAAP, FDCPA) 
• Marketing Rules (Advertising, TCPA, CAN-SPAM) 
• Fair Credit Reporting Act/FACTA 
• Regulation U 
• Regulation O  
• Bank Bribery Act 
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