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Building a Quality Organization - People First!

• Who is Radius Bank & How did I get here 
• Recipe to Creating a Quality Culture

• Prioritizing
• Setting expectations
• Hiring the right people
• Communication
• Training/Support
• Learning environment
• Processes

• Take aways



About Us

• Founded 1987 in Boston
• Technology focused digital bank began
• 1 branch (cashless)

• Small physical footprint allows us to give back to the client 
• FDIC insured
• Named Best Online Bank 2020 by Bankrate & Best Checking 

Account 2020 by NerdWallet
• Acquisition w/Lending Club



Starting Point

• Team of direct hires, agency & new outsourcer planned
• Growth increased volume
• Service levels low/high customer complaints
• Fire fighting
• Low employee morale



Prioritize the People

• One on one meetings:
• Why do you work here?
• What do you like to do/don’t?
• What training do you need?
• Where do you want to go with your career?
• Where are the point points?



Prioritize the People

• Find the trends from the One on One meetings 
• List the career goals/strengths for each person
• Look for the root cause and ask “why”

Name Likes Don't Like training career pain points
Mary Smith people everyone not taking calls Wires/Disputes Risk Team printer doesn't work 
Joe Blake people too busy Disputes Fraud Team printer doesn't work 
Jane Carey people supervisor escalated calls Finance too many calls
Peter Johns supervisor answers to questions everything CSAII can't find anyone to sign Wires
Jenn Mason training everyone not taking calls leadership Trainer not enough time to help everyone 



Break it Down

PEOPLE
- Schedule refresher training wires/disputes
- Increase CSAII support (promotion)
- Document updated process on wires/disputes

CONTACT REASONS
- How are we handling calls to close account?  
- Why are we asking customers to send us a secure 
message while on the phone for address changes?
- How are we tracking call types?

PROCESS
- Why aren’t the printers working and what are we 
using them for?
- Who is monitoring calls in queue?
- Review reporting 

OTHER
- Job Descriptions
- Dept Guide w/expectations
- QA process
- Incentives/monthly contests
- weekly meetings



Set Expectations

• Define the ideal customer experience
• Job Descriptions
• Department Guide
• QA Form
• Set realistic goals
• Incentive/monthly contests around goals



Hire the Right People

• Develop “model” person & standard interview questions 
• Hire for Attitude & Culture Fit 

• Hint… Qualifications are 2nd
• Build strong relationship w/Agency
• Interview everyone that you can – including agency & 

outsourcer employees



Communication

• Weekly/Bi-Weekly meetings 
• Begin with goals 
• Review company/department updates
• Public recognition
• Show your enthusiasm and passion

• Fun contests for bonding and tie to the goals
• Everyone wants to be in the know and be on a winning team!



Training & Support

• Develop “gap” training programs
• Review new hire training/process docs on a regular basis
• Review support system for questions and review the questions 

they asking – ask Why?
• Develop a certification program for additional validation & 

learning 



Develop a Learning Environment

• Create an individual development plan for each person 
• Rotate tasks for learning
• Create a shadowing program with departments
• Guest speaks from other departments to team meetings to 

learn



Process Improvements

• Review the pain points from one on ones
• Review the process in detail – “show me”
• Be relentless & ask “why”
• Fix the root cause (not symptom)



What the Team Wants

• Listen to me
• Set expectations & define the experience
• Hire the “right” team members
• Have fun – Gamification/Contests
• Part of something special & be part of a winning team
• Support me & set me up for success
• Keep learning (grow career)
• Don’t make me do things that don’t make sense 



What steps can you take?


