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Cre a t in g  Le a d e rs  W o rt h  Fo llo w in g  
  
Mo re  t h a n  70 % o f e m p lo ye e s  in  t h e  US a re  d ise n g ag e d  in  t h e ir w o rk .  Ou r c re d it  
u n io n  sp e c ific  re se a rch  sh o w s t h a t  c re d it  u n io n  e m p lo ye e s’ e n g ag e m e n t  le ve ls  a re  
ve ry s im ila r.  Ho w  d o e s  t h is  fa ct  im p a c t  Me m b e r Exp e rie n ce  a n d  o u r a b ilit y t o  
co m m u n ica t e  o u r Bra n d  P ro p os it io n ?   Le a d e rsh ip  a n d  Co a ch in g  im p a c t  70 % of a ll 
t h e  fa ct o rs  t h a t  e n g a g e  e m p lo ye e s .  So , m o re  t h a n  e ve r, w e  m u st  kn o w  h o w  t o  le a d  
a n d  co a ch  c re d it  u n io n  e m p lo ye e s  e ffe ct ive ly. W e  w ill sh a re  re su lt s  o f ou r c re d it  
u n io n  sp e c ific  re se a rch  a n d  o u r w o rk  in sp irin g  c re d it  u n io n  le a d e rs  a n d  
co a ch e s .  Ad d it io n a lly, w e  w ill p ro vid e  yo u  w it h  a c t io n  st e p s  t o  le a d  in  w a ys  t h a t  w ill 
c re a t e  h ig h  p e rfo rm a n ce .  
  

• Ch a lle n g e s  in  c re a t in g  e m p lo ye e  e n g a g e m e n t  
• Ho w  lo w e r e n g a g e m e n t  is  im p ac t in g  m e m b e r e xp e rie n ce  in  c re d it  u n io n s  
• Th e  n e e d  t o  u n d e rs t a n d  t h e  e m p lo ye e  a t t rib u t e  d iffe re n ce : c re d it  u n io n s  vs . 

b a n ks  
• En g a g in g  e m p lo ye e s  t h ro u g h  m e a n in g  a n d  p u rp o se  
• Th e  im p o rt a n ce  o f c re a t in g  b e h avio ra l s t a n d a rd s  
• It ’s  n o t  w h a t ’s  t ra in e d .  It ’s  w h a t ’s  co a ch e d . 
• In ce n t ive s  vs . a ccou n t a b ilit y 
• Ke y le a d e rsh ip  st e p s  t o  t a ke  t o  in sp ire  a n d  re t a in  t h e  b e s t  e m p lo ye e s . 

  
  
  
Bio  
Mike  is  t h e  Ch ie f Le a rn in g  O ffice r a n d  fo u n d e r o f Se rviSt a r Co n su lt in g , w h ich  is  
ce le b ra t in g  it s  25t h  a n n ive rsa ry of se rvin g  Cre d it  Un io n s .  Mike  is  o n e  o f t h e  m os t  
so u g h t  
a ft e r sp e a ke rs  in  t h e  Cre d it  Un io n  Mo ve m e n t , p u b lish e d  re se a rch e r a n d  a u t h o r. Mike  
a n d  
Se rviSt a r w o rks  w it h  c re d it  u n io n s  t e a ch in g  t h e m  h o w  to  b e com e  m o re  p ro fit a b le  
t h ro u g h  
o u t st a n d in g  le a d e rsh ip , cu lt u re , a n d  Me m b e r Exp e rie n ce . Se rviSt a r c lie n t s  h a ve  w o n  
m u lt ip le  NAFCU Cre d it  Un io n  o f t h e  Ye a r Aw a rd s . Ad d it io n a lly, m a n y o f t h e  t o p  ra te d  
c re d it  u n io n s  in  sa le s  a n d  m e m b e r e xp e rie n ce  h a ve  b e e n  Se rviSt a r Clie n t s . 
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P rio r t o  s t a rt in g  Se rviSt a r in  1998 , Mike  w o rke d  a s  a  se n io r e xe cu t ive  w h e re  h e  le d  
t h e  
c re d it  u n io n  t o  a  n u m b e r t w o  ra n kin g , in  m e m b e r p ro d u c t  p e n e t ra t io n . Mike  h a s  a n  
u n d e rg ra d u a t e  d e g re e  in  O rg a n iza t io n a l De ve lo p m e n t  a n d  is  ce rt ifie d  a s  a n  
Exe cu t ive  
Co a ch , b y t h e  In t e rn a t io n a l Co a ch in g  Fe d e ra t io n . 
  
Bo o ks  b y Mike : 
• Cre a t in g  a n d  Ma in t a in in g  a  Cre d it  Un io n  Sa le s  a n d  Se rvice  Cu lt u re  
• Co a ch in g  fo r P e rfo rm a n ce . 
  
P u b lish e d  Re se a rch , File n e  Re se a rch  In s t it u te  
• At t rib u te s  a n d  Skills  Com m o n  Am o n g  Hig h  P e rfo rm in g  Cre d it  Un io n  Ma n a g e rs  
• At t rib u te s  a n d  Skills  Com m o n  Am o n g  Hig h  P e rfo rm in g  Cre d it  Un io n  Sa le s  a n d  
Se rvice  P e rfo rm e rs. 
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