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W hile at the Marshall Branch one morning I witnessed what appeared to be a teller’s worst 

nightmare – an out of control member. What I also witnessed was an extremely high degree 

of Professionalism, Patience, and Understanding. 

This member, throughout the 30 minutes of standing in front of the teller stations, was loud, rude, 

belligerent, disrespectful, obnoxious, and insulting. The teller was clearly flustered, enduring loud 

insulting remarks, as she tried to deliver service to this member, yet she was still able to maintain her 

composure and professionalism. You could see the sympathy from the other members for the teller 

as they stood in line and moved up to conduct their business with the other two open tellers.  

Another employee, Carol, was in the back and was asked to assist the teller. I have never seen such a 

high degree of Professionalism and Confidence. Despite the rudeness, insults and loudness of the 

member Carol kept the focus on completing the member’s transactions. The member wanted cash in 

a various denominations. When it was delivered and counted out he would say, ‘I didn’t ask for it like 

this,’ with more insults and requested another varied mixture of denominations. This happened 

about 4 or 5 times before he accepted it. The entire time Carol kept the focus on the transaction and 

not the behavior, addressing the member by his name, Mr. ____, and being very respectful. Just 

when you thought the member transaction was completed and was about to leave, he turned 

around and wanted to make a deposit for 1 penny. Carol very respectfully said, “Sure Mr. ____, we 

can help you with that.” The transaction was completed and the member was about to step away 

when he once again turned around and wanted to make a deposit for 5 cents. Again, Carol, not being 

rattled showing such patience, very respectfully said we can help you with that. The deposit was 

made and a receipt presented. The member turned away and then turned back and made one more 

deposit for a penny. The employees accepted the penny, made the transaction, and issued a receipt. 

The member left. 

I have never seen anything like this before. Another member who witnessed the event stayed and 

approached Carol, apologizing for the member’s behavior and thanked her professionalism and for 

taking care of him. The member suffered a brain injury from the war and is not aware of his 

irrational, belligerent behavior. 
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