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Program Administrators Guidelines for Referral Trak

Referral Trak is at its heart a set of simple sales centric concepts 
To improve the customer retention, deepen the amount of business retained by the bank per household, and educate employees about the products and services that the bank sells so they all employees and identify new business opportunities. Communicating these concepts to employees that have no

background in sales and managing the program that tracks the effectiveness of these new and improved behaviors is a difficult task.  In order to judge the effectiveness of any new program accurate reporting capability must be available. 
Referral Trak reports depend on the quality of the data input

into the system so that the reports can answer business questions such as:

· who is my most consistent source of referrals ?

· who is my most valuable source of high dollar referrals ?

· who is best at cross selling new products ?

· who should I incentivize and how much ? When ?

Once those questions are answered at the individual level the next logical

set of questions to ask are the same ones - at the branch level.

Accurate Answers

Getting accurate answers to these questions depends on training employees to run their own system properly. Employees need to properly identify new business opportunities and classify the new referrals accordingly and the recipients of the referrals need to process these referrals properly to

that credits can be recorded and analyzed. 

This requires ongoing training and spot checking to ensure that new employees are merged into this new culture and that existing employees maintain these new learned behaviors when they are no longer "new" (behaviors and the employees themselves). This behavioral maintenance

requires savvy leadership to get the employees to understand the system works for their benefit as well as for the bank's benefit. If employees are only making referrals to fill a quota then when emphasis in the organization shifts elsewhere the referrals will dry up. 

Day to Day Management

Another aspect of leading a successful internal sales culture development effort with Referral Trak is the day to day data management. When mistakes are made (data entry, or configuration, incentive payments, etc) employees need to have the ability to get those issues fixed correctly and quickly,

otherwise they will lose confidence in a system that is not generating incentives for these new behaviors.  Maintaining the credibility of the month end reports is not a task only for the 29th and 30th of each month. Spot checking correct data entry and data update behaviors as well as

correcting mistakes and educating about proper use of Referral Trak throughout the month ensures that the system is always ready to produce the reports that show its value.

Progress

Referral Trak has been successful to date in its ability to track core referral generation and fulfillment. New modules that will track lead generation and follow up, as well as specific cross selling and Officer call tracking will allow Referral Trak to become an even more important tool for community banks as well as increase the amount of responsibility and knowledge a person will need to run a successful Referral Trak implementation as PA (Program Administrator). 

Suggestions for selecting a PA

Richweb suggests that each bank have a primary PA with one alternate or backup. The PA should have excellent organizational skills, excellent communication skills, and above average computer database management skills.

The PA is expected to be able to communicate the organization's strategic vision for using Referral Trak to improve its internal sales culture as part of an ongoing training effort as well as have the data analysis skills to detect problems with the implementation and chart out corrective action. 

A Referral Trak PA job would be expected to consume 30 to 50% of a person's work week at a smaller community bank (defined as having less than 8 branches). At a larger community bank it could well approach a full time position. 

