
PUBLICATION UPDATE

Route to: � � � �

� � � �

Model Teller/CSR Training
Manual with Trainer’s Guide
Publication 4780 Release 21 October 2018

HIGHLIGHTS

Chapter Revisions:

Trainer’s Guide:

• Chapter TG1—The Role of Front-
line Staff

• Chapter TG4—Checks and Elec-
tronic Payments

Editorial Revisions

• Chapter TG1A—The Universal
Teller Role

• Chapter TG7—Product Knowl-
edge and Cross-Selling

Chapter Revisions:

Chapter TG1—The Role of Frontline
Staff. Recent civil and criminal enforce-
ment actions have prompted several agency
regulators to issue guidance highlighting
the need for a strong ethics and compliance
culture from “top-to-bottom” at financial
institutions, including community banks.
Expanding upon regulatory guidance,
Chapter 1 has been updated to include a
summary of the key requirements for man-

agers and trainers to build a strong ethics
program. A template to assist in assessing
your bank’s current compliance and ethics
culture has also been included. (See § TG-
1.08[1].)

Chapter TG4—Checks and Electronic
Payments. The shift away from cash and
paper checks to the use of electronic pay-
ments has transformed the payments land-
scape for banks and financial institutions of
all sizes throughout the U.S. As advance-
ments in payment technologies continue to
expand, an increasing number of banks are
adopting these new and emerging payment
technologies. Chapter 4 has been updated
to provide an overview of electronic pay-
ment systems in the current, digital pay-
ment landscape. (See § TG-4.05.)

Editorial Revisions: Chapters TG1A
and TG7 contain formatting and numbering
revisions only. No changes have been made
to the content of these chapters.

Subscribers to this publication also pur-
chase the Bank Teller/CSR Report.
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Check
As

Done

□ 1. Check the Title page in the front of your present Volume 1. It should indicate that your set is filed
through Release Number 20. If the set is current, proceed with the filing of this release. If your set is
not filed through Release Number 20, DO NOT file this release. Please call Customer Services at
1-800-833-9844 for assistance in bringing your set up to date.

□ 2. This Release Number 21 contains only White Revision pages.

□ 3. Circulate the “Publication Update” among those individuals interested in the contents of this release.
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Check Remove Old Insert New
As Pages Numbered Pages Numbered

Done

For faster and easier filing, all references are to right-hand pages only.

VOLUME 1

Revision
□ Title page thru xiii . . . . . . . . . . . . Title page thru xiii

□ TG1-1 thru TG1A-3 . . . . . . . . . . . . TG1-1 thru TG1A-3

□ TG-4-1 thru TG-4-19 . . . . . . . . . . . TG-4-1 thru TG-4-19

□ TG7-1 thru TG7-11 . . . . . . . . . . . . TG7-1 thru TG7-11
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FILE IN THE FRONT OF THE FIRST VOLUME
OF YOUR SET

To order missing pages log on to our self service center, www.lexisnexis.com/printcdsc or
call Customer Services at 1 (800) 833-9844 and have the following information ready:

(1) the publication title;
(2) specific volume, chapter and page numbers; and
(3) your name, phone number, and Matthew Bender account number.

Please recycle removed pages.

MISSING FILING INSTRUCTIONS?
FIND THEM AT www.lexisnexis.com/printcdsc

Use the search tool provided to find and download missing filing instructions,
or sign on to the Print & CD Service Center to order missing pages or

replacement materials. Visit us soon to see what else
the Print & CD Service Center can do for you!
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