Retail Branch Rapport Building
Conversation Starters

Creating genuine rapport is at the heart of exceptional service. When we take a moment to connect personally
with members or customers, we build trust, strengthen relationships, and create positive experiences that set
our institution apart.

Use these conversation starters to inspire friendly, meaningful interactions during everyday moments in the
branch. Whether you’re welcoming a familiar face or meeting someone for the first time, these openers help
create a warm and welcoming environment.

When a customer/member walks in:

¢ "Good morning! What brings you in today?"

e "Welcome in! How can we make your day a little easier today?"
e "Hithere! It's always nice to see a familiar face."

e "Thanks for coming in, how’s your day going so far?"

While helping at the teller window or desk:

e "Did you get to enjoy the sunshine this weekend?"

e "How’s your week going so far?"

e "Got any fun plans for the rest of the day?"

e "l see you've been with us for a while. Thank you for being a loyal customer/member!"
e "That’s a great [shirt/purse/watch/etc.]."

e “What’s been the best part of your day, so far?”

With long-time customer/members:

e "We really appreciate you being part of our bank/credit union family all these years."
e "Anything new going on in your world since we last saw you?"

With a new or first-time customer/member:
e "Welcome to (name of financial institution)! What brought you to us?"
o "We're glad to have you. Do you have any questions about your accounts or our services?"
¢ "What’s most important to you in a financial partner?"
While waiting for a transaction to process or a computer to load:
o "We’'ve got a few seconds; have you discovered any great local restaurants lately?"
e "Have you had your morning coffee yet?"

e "Did you catch the game last night?" (Customize based on local teams or events.)
o "It's always a good day when the tech cooperates, hopefully we’re in luck today!"
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If a member is with a child:

e "l bet you keep Mom/Dad on their toes!"
e "Are you helping out with errands today?"
e "That’s a cool backpack! Is that your favorite color?"

With a member wearing branded clothing or accessories:

e "Hey, are you a [school/team/city] fan or alum?"
e "That’s a great slogan—tell me more about it!"

If the member seems rushed or stressed:

o "We'll get you taken care of quickly. Looks like it’s a busy day!"
e "Don’t worry, we’ve all had days like that. You’re in good hands now."
e "You’'ve got a lot going on, anything | can do to make this easier?"

At the end of the interaction:

e "Is there anything else | can help you with today?"

o "We really appreciate you stopping by. Hope we see you again soon!"
e "If you ever need anything, don’t hesitate to give us a call or drop in."
e "Enjoy the rest of your day. We’re always here for you!"

Tips for Exceptional Conversations in Branches:

Start with a smile. Nonverbal warmth goes a long way.

Be curious, not nosy. Show genuine interest but respect privacy.

Listen for clues. Customers/members often share life events or needs in small talk.
Know your customers/members. Use their names when possible and recall past visits.
Keep it light and human. A small connection can turn into long-term loyalty.

Follow their lead. If they want to chat, great! If not, respect the silence.

oukwnNpE

OFinancial Supermarkets, Inc. 2026



