1

S. G. SEQ CHAPTER \h \r 1 

Professor Staley 

Writing 2 

04/17/09 

One Team, One Fault

                “We want to satisfy all of our customers' financial needs, help them succeed financially, be the premier provider of financial services in every one of our markets, and be known as one of America's great companies” (Our Vision).  An ideal productive environment is one which is like a family and consists of people who get along and strive toward a similar outcome.  Working at Wells Fargo has resembled nothing less with the exception of one teller – Jamie Lee.  Our well-assembled team has produced tremendous results for months prior to Jamie’s hire.  Over achieving in both sales goals and customer satisfaction, co-worker morale and sociability was at its finest; however, once Jamie arrived and blighted us with her presence, our downward spiral had begun.  Action must be taken and Jamie Lee should be fired because she is an unprofessional and uncooperative addition to our team, she has caused a severe loss of payout, and she has plagued our branch with losses by consistently making mistakes.                  

Wells Fargo has a reputation of being one of the best banks in the world for customer satisfaction and providing any and every product available to all of our customers.  The hiring process of Wells Fargo is a group interview of around 15-20 people in one room with a recruiter and several branch managers observing.  Only about three of the candidates actually get weeded out for employment, apparently sometimes not the best is chosen; followed is an intense two week full-time training course teaching everything there is to know about product knowledge and providing world-class customer service.  While fully hired and working, the challenge never ceases, every day random customers receive a phone call, an “11 Ways to WOW” call, and are surveyed about the service they received about the certain employee who assisted them.  The scoring is strict and is recorded on a one-to-five scale, with the only acceptable score being a five.  Such high expectations are accompanied by constant pressure to offer and sell products.  Going two full quarters without meeting the minimum standards, which rise every year, will result in termination of employment. 

As a current, and recognized employee of Wells Fargo, I have, along with other coworkers had many encounters with Jamie first hand as well as observed interactions from a third person point of view.  Wells Fargo has a belief in “People as a Competitive Advantage” which is simply that it is “not elements like products and pricing that create success in an organization — it’s the people”(Competitive Advantage). This means that every team member should be a contribution to the work environment.  Jamie simply does not get along with all of the other coworkers, who have now become my good friends.  Talking to a fellow teller, my buddy Andy, who’s been working since the branch opened, I clearly see that he is also fed up with Jamie’s persona.  “What do you think of Jamie,” I asked, “she walks around like she’s the boss and tries to tell people what to do, even though she herself needs guidance” he announced in a very distraught manner(Garcia, Andres).  I agreed with everything he had to say and before we knew it, Jamie had come over to us trying to tell Andy that he was filling out the customer reports wrong, when in fact he was doing everything perfectly fine.       

Every quarter, meeting minimum standards is a must, and thus we are rewarded with a significant bonus at the end of each quarter depending on our numbers.  The “11 Ways to Wow” scores and meeting sales goal minimums go into consideration for the bonus, and since each branch is considered a team, if one person gets bad results, we all don’t receive the payout.  This was the case last quarter, one starting in January and ending in March.  With outstanding scores in both sales and service, as usual, our morale was high and our mouths watering for the bonus until we received Jamie’s scores.  Out of five surveys she received, none of them were acceptable bringing our satisfaction to Bronze level with a pitiful percentage of 70% as compared to Gold of 92%, which we held before.  The customers all replied unanimously and gave her 1’s and 2’s across the board in categories such as: Did you feel welcomed? How long was the wait time? Did you feel valued? How knowledgeable was the teller?.  This tremendous drop took our bonus from $600 added to our paycheck to only one third of that!

With every mistake any team member makes, the consequences are directly reflected on the whole branch.  Yes, working at a bank is a challenge in itself and while there is a lot to learn, most catch on fairly quickly and those who don’t, strive to learn and succeed quite persistently.  Minor mistakes happen now and then but everyone, with the exception of Jamie, takes responsibility and learns from those mistakes to not make them again in the future.  However, Jamie has made some mistakes which have cost our branch a good image as well as a loss financially-wise.  For example, one of our very loyal customers came in to make a cashier’s check for their company to pay rent.  This is a fairly easy transaction which is done often, yet Jamie found a way to mess it up.  She debited the business account twice meaning the amount of the check was charged twice from the customer’s account.  Such a debit put the customer unknowingly into a negative balance, and coincidentally that was the week their payroll had to be distributed.  With no money in the account, none of that company’s employees got their pay check on time and we received numerous complaints from the customer.  We lost that loyal customer and all of their business all because of a mistake that should have never happened.  Similar situations have occurred with equally severe consequences, yet it seems that the lesson still has not been learned as the mistakes keep pouring in till present day. 

Curious about how Jamie affects my supervisors, I sat down to a discussion with one of them.  Ani Keledjian, a Customer Service and Sales Representative(CSSR), oversees the tellers as well as the bankers and she has been working with Wells Fargo for over five years.  Not surprisingly she had a lot to say on the situation.  I asked her if there was one employee in particular who gave her a hard time and caused more stress, her answer was a short and abrupt, “Yes, Jamie”.  Her swift answer sparked my interest, “why?” I asked, this time her answer wasn’t so concise, “she has a recurring tendency to make stupid mistakes over and over again, and guess who has to fix them? ME!  The workload she alone produces for me obliges me to stay after hours calling unsatisfied customers and redoing paperwork.”  She seemed very passionate about the subject and kept bringing up examples of Jamie’s never ending bloopers.  Finally I proposed the question, “what do you feel should be done?”, without even thinking, she spoke, “I feel that Jamie has had enough chance to prove herself as a productive employee and has not risen to the occasion.  I think her employment should be terminated or at the very least be transferred to a much slower branch where she can take her time and learn what she needs to be successful”(Keledjian, Ani). 


It is understandable that in today’s economy, a person with a job is a lucky one.  It is also a risk that if Jamie gets terminated, that an even worse employee will replace her, but the benefits outweigh the risks in this situation.  The benefit of having a fresh new persona be enacted into our team can motivate everyone to do better, to set a good example and teach the newbie perfection.  We must give the opportunity to a more qualified and success-driven individual.  Perhaps there are other reasons fo our downfall as well such as heavier flow of customers and higher minimums implemented recently.  I admit our team isn’t perfect and every now and then one of us gets a not-perfect five survey, but it’s not very often.  Jamie, on the other hand, has amounted numerous bad surveys with little to no acceptable ones.  
Action must be taken, whether it is to terminate Jamie Lee’s employment with Wells Fargo for good, or at the very least have her transferred to a much slower store.  Her incompatible personality, inconsistency in both sales and service which results in loss of bonuses to the whole branch, and tendency to chronically make major mistakes has taken a toll on everyone.  We are tired of having angry customers barge through our doors and commence to give us all an ear-full of complaints about some teller’s horrible error and the causes it had.  The work environment should be a place where all aim for success, however, with this heavy burden, we are stunted in our opportunity to rise to greatness.
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