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OK Ethics Compass Award Application/Company Profile
Coppermark Bank is a regional financial services company with banking centers in Oklahoma and Texas.  Coppermark offers financial products and solutions with a focus on delivering exceptional customer experiences.   With $1.2 billion in assets, Coppermark ranks among the top four percent of Oklahoma banks, and among the top eight percent of banks in the nation, according to recent FDIC reports.  Coppermark is an independently owned, Oklahoma-based company serving customers since 1963. Coppermark has been named a Best Place to Work in Oklahoma for the past four years and a Best Place to Work in Texas in 2009 and 2011.  Coppermark is dedicated to making a significant positive impact on our customers, our communities and in the lives of our employees.  
Coppermark’s values are built upon the highest standards of honesty, integrity and teamwork. Our customer relationships are based upon mutual trust and respect. We celebrate our tradition of pride in our work and company and strive for continuous improvement in all we do.   Our strong moral code allows us to be the Best of the Best while keeping our focus on doing what is right and fair in every situation.

It starts at the top and our President and CEO, Thomas Legan, has consistently shown that leading by example is the best way to maintain a corporate culture that values high standards of conduct, honesty and fairness.  Mr. Legan believes leadership to be simple:  get good people, point them in the right direction, get out of the way and then control the direction and speed.

The company’s Vision, Mission and Values are visible in all areas of the bank - from manuals and strategic plans, to intranet and break room postings, to the board room.  These principles are the foundation of Coppermark and are instrumental to the bank’s continued growth and success. Helping people be successful benefits our employees, our customers and, ultimately, the communities in which they work and live.  

Three simple questions form the basis of our policies and the decisions made by our Board, management and our employees:  Is it legal and within regulatory guidelines?  Is it the right and fair thing to do? Is it ethical?  With those questions in mind, our integrity and values will remain the driving force behind our business.  

Contact:

Jacque R. Fiegel,   405-951-9033

Coppermarkbank.com

I. Leading with Integrity
Leaders are expected to set the right tone for ethical behavior to flourish in their organizations.  While latter aspects of this application will gauge additional methods used to promote an ethical culture, this section specifically focuses on leadership.

 

a) How does your company hold managers accountable for ensuring that integrity is an integral component of your company’s success?    (The Selection Team will be most interested in examples of systemic processes or tools used by leadership in striving for optimal results.  Examples of these might include feedback mechanisms, reward systems tied to performance or ethics audits.)
For the past 32 years, Coppermark Bank’s CEO, Thomas Legan has consistently modeled high standards of personal conduct and ethics, believing that “leadership by example” is the best way to develop a corporate culture in which high standards of conduct, honesty and fairness are valued by all employees. Three simple questions guide decision-making at all levels of the organization: Is it legal and within regulatory requirements? Is it ethical? Is it the right and fair thing to do?
1) Executive leadership is held to the highest of ethical standards.  They receive on-going feedback on their ethical and overall performance from the Board of Directors.
2) Annually, the Board of Directors approves the organization’s Code of Conduct/Ethics policy.  All employees and directors sign a certificate of compliance each year. In addition, all managers and employees complete an online review of the Code of Conduct/Ethics policy that includes an acknowledgement of completion.
3) An annual performance evaluation, known as Impact Review, includes a section on Corporate Responsibilities. Three important ratings in this section include:

· Ethics/integrity and measures whether the manager “acts in accordance with policies, accepted standards and Code of Conduct.”
·  Leadership/Influence and measures how the manager “sets the example for Excellence, inspires and guides others to excel.”
· Quality and measures whether the manager “demonstrates high standards of quality”.
4) The Strategic Plan is developed and approved annually. Managers are expected to develop their own plan to support the overall corporate plan.  Each year the Strategic Plan begins with Coppermark’s Vision, Mission and Values statements.  These serve as a reminder of those standing principles and provide the foundation for the rest of the plan. 
5) A Checkpoint 360 Feedback Report is an additional tool often used to assess and compare a manager’s own perception of performance factors compared to the same factors rated by their boss and their peers.  One important survey section is entitled “Leadership” and measures the following  characteristics that  support the leadership trait of Instilling Trust:
· Keeps promises
· Can be trusted with confidential information
· Is honest in dealings with others
· Demonstrates high ethical standards
6) Lending policies and procedures:  The board of directors designate that loans to individuals of questionable integrity are considered undesirable loans.  In the same policy we address our responsibility to report any unethical or unprofessional conduct of any appraiser that the bank may use.

b) What indicators do you use to determine the effectiveness of your management team’s endeavors to promote ethical behavior?  In other words, how do you know the efforts are truly working?  (Please provide supporting data.)
1) The Bank’s Internal Audit department conducts a review of the bank’s level of compliance with the Code of Conduct.  The scope of this audit covers the code of conduct, potential conflicts of interest and compliance with the Bank Bribery Act.  The audit resulted in a satisfactory level of compliance which represents the highest rating available.  A copy of the audit is included in the supplemental section.
2) Our Internal Audit department also monitors our compliance with lending and other policies and procedures.  Continued lack of adherence to policies can be a possible indicator of unethical practices. 
3) We contract an independent company to mystery shop some of our employees.  Results are furnished to management on a monthly basis.
4) Another important measurement of our success is the input we receive from customers.  One such letter addresses Executive management specifically and also includes “We have long appreciated your reputation, ethics, solidity and long-standing community respect and involvement.” 
5) Perhaps the best indicator of effectiveness on how management is doing comes directly from the comments and feedback of our employees.  Comments are compiled independently as a part of our participation in Best Place to Work in Oklahoma survey and are included as supplemental data.  A few of the comments are:

   “Coppermark Bank is one of the few organizations that exhibits integrity in everything that they do.          

     The leadership as well as employees is excellent representatives of the quality of this     

     organization.”
    “The executives of this company provide clear communication from the top down.  The owners are     

     quality people who possess great character.  They strive to do the right thing and do it right the 
     first time.  They are extremely fair and follow the golden rule.  This company does an excellent job 
     in recognizing and rewarding great performance.”

II. Cultivating an Ethical Culture
Rules are not enough to promote good conduct in an organization.   Companies must build and continually reinforce a culture that promotes integrity in the workplace.  

a) Please provide a definition of ethical behavior as it relates to your particular organization.  Explain how you ascertained your definition.

Ethical behavior is being honest, truthful, trustworthy, fair, and following through on promises made to shareholders, employees, customers and vendors.  It’s doing what’s right, every day, every time.  Ethical behavior is a crucial component of an organization’s culture, built upon trust and respect.  Trust and respect are the foundations for success, not only for Coppermark as an organization, but most importantly, for our employees and customers.  Our views of ethical behavior draw upon the principles and ideals from our founding and existing board members, shareholders and executive management team.  Additionally, financial institutions conduct business in a highly regulated environment and must abide by many regulations established to promote safety and soundness.
b) Please describe any codes, principles or values that are inherent in your organization.  

As banking entails the safekeeping of customers’ money, there is no profession where honesty, integrity and high standards of conduct are more important. 
 Coppermark’s values:
· The highest standards of honesty and integrity

· Teamwork built upon mutual trust and respect

· Continuous personal improvement

· Our tradition of pride in our work and company

· What is right and fair in every situation

· Being the Best of the Best 
1. What steps does your company take in the selection process to ensure that new recruits’ values are consistent with that of the organization?  

It starts with our website’s Careers page:  “If you have a consistent and good attitude, are willing to work hard, continuously learn, are smart, ethical and have the ability to stay focused on goals, then we’d like to hear from you.”  

As part of the interviewing process, a prospective employee completes an online assessment tool.  This online “job fit” assessment tool is administered by Profiles, International, Inc.  A sample page of the placement report is included in the documentation.  We have found this assessment a valuable tool to identify the right attributes needed for a Coppermark employee to be successful.
Before starting with Coppermark, an individual agrees to a background check and acknowledges that it may obtain information on their “character and general reputation.”
As a financial institution, we believe that it’s important that our employees conduct their financial affairs in a favorable manner.  Before hiring, the job candidate authorizes Coppermark to conduct a background credit check.  
The practices conducted prior to hiring an employee help ensure that we hire the best people with the highest moral standards and integrity.  
2. What is your process for ensuring that the organization’s values are embraced by new employees?  (Examples may include mentoring or orientation programs.)
i)  One of the first things a new employee receives upon hiring is our Code of Conduct /Ethics policy along with a copy of our Vision, Mission and Value statements.  As part of a new employee’s initial onboarding process, they are also provided a summary document that speaks to our Code of Conduct and the importance of honesty, integrity and the high standards of conduct.  
ii)  A new employee is provided with an HR manual that has many policies important for their success. The introduction page quickly outlines the importance of Coppermark’s reputation and the conduct and ethical standards of employees.  There is also a policy outlining what constitutes dishonest and fraudulent acts, including a breach of trust…all important considerations as employees of Coppermark.    

iii)  A teller learning plan includes on-the-job review of the Code of Conduct, the bank’s Privacy statement and Acceptable Use policy.  Also covered as part of their learning plan is a section covering our strategic plan that includes our mission, vision and values.

iv)  An important piece for every new Coppermark employee is the orientation program.  Every new employee participates and meets with various members of management that orient employees to the bank, its culture and how their role contributes to the success of Coppermark.  As part of this orientation program, the following President’s Vision document is shared with new employees.
Vision:

· Coppermark is dedicated to making a significant positive impact on our customers, our communities and the lives of our employees.  

· Coppermark customers are delighted, fully banked, lifetime customers who serve as the organization’s greatest ambassadors.

· Coppermark communities are the foundation of our growth.  We are committed to support and take an active role in community development.

· Coppermark Bankers are exceptional people who show genuine concern and interest for their customers and each other and are vital to the success of the organization.  

· Together we make the name Coppermark Bank synonymous with Excellence, Quality and Integrity.
Mission:

· Exceptional Service. Every Time

· Exceptional Performance. Every Year

· Exceptional People. Always

Values
· The highest standards of honesty and integrity
· Teamwork built on mutual trust and respect

· Continuous personal improvement

· Our tradition of pride in our work and company

· What is right and fair in every situation

· Being the Best of the Best

Mr. Legan adds: “Our vision and mission will be accomplished within the framework of our values.  Values are much like the Constitution in that they change very little over time.  All bank decisions must pass the test of fitting within our values.”
c) Describe any other processes that your company may have in place to ensure that an ethical culture is consistently reinforced.  In sharing these examples, please provide measures the company uses to determine the effectiveness of these processes.  (Among other potential items, data gained from employee surveys may be provided, as well as analysis of training programs related to ethics.)
1. Coppermark Bank has been recognized as one of the Best Places to Work in Oklahoma for the past 4 years.  As a part of this process, an employee survey is independently conducted that assesses how employees feel about Coppermark.  This survey includes sections such as Leadership and Planning, Corporate Culture and Communication, Role Satisfaction, Work Environment, and Relationship with Supervisor.  Overall averages for Coppermark compared very favorably to the others in our size category.  We consider this survey an important tool to assess how we are doing and where we need to improve.

2. Emails recognizing and pointing to our honest and ethical behaviors are consistently done.  A recent example involves an officer who, as the recent snow mounds melted, found a $20 bill outside of a branch location.  He promptly sent an email to all employees at his location asking if anyone had lost the $20.  Mr. Legan quickly replied, thanking him for his honesty.  This example, along with an additional example, is provided with the supplemental data.  
3. A vital measurement of how we are doing comes from the employee comments gathered as a part of our Best Place to Work Survey.  This is a true indication of how our employees feel we are doing and after reviewing the comments, we are proud of the results.   A few comments:
“The bank treats its employees with integrity and respect. “

“Coppermark is one of the few organizations that exhibits integrity in everything they do.”
“Strong commitment to excellence, strong reputation of a successful organization in the community.”
3) An annual employee performance evaluation, known as Impact Review, includes a section on Corporate Responsibilities. Two of the important ratings for all employees in this section include:

· Ethics/integrity and measures whether the employee “acts in accordance with policies, accepted standards and Code of Conduct.”
· Quality measures whether the employee “demonstrates high standards of quality.”
4) Annually, each employee completes online training through Coppermark Bank Academy and certifies their training completion of:
· Code of Conduct/Ethics Policy
· Employee Acceptable Use Policy

· Privacy Policies

· Information Security Policy
· Harassment  Policy 
5) We understand that never before have so many generations worked together for an employer at the same time.  We believe it is important to provide training on generational differences in order to improve understanding and communication within our workforce.  One key consideration is the difference in perspectives in the filters that have shaped the way we believe things should be or shouldn’t be, including what’s right and what’s wrong.  This training created a better understanding surrounding potential ethical issues in the future. 
6) Each employee receives a copy of the bank’s Strategic Plan. Our Vision, Mission and Value Statements are always the first things incorporated each year into the plan.  This helps to reinforce what’s important to Coppermark.  Mr. Legan and other members of the Executive team go over the plan with employees at each location at the beginning of each calendar year as part of quarterly branch visits.
7) After an employee has normally been with the bank over a year, they attend a Bonanza Banking 201 (sales and service program) workshop.  Part of the workshop agenda is readdressing Corporate and personal Value statements.  

d) How does your organization recognize and/or reward those employees, customers, vendors or partners who have gone “above and beyond” in their demonstration of highly ethical principles?

1)  Coppermark’s Sale and Service Program (Bonanza Banking) includes an annual celebration and a Best of the Best awards presentation.  Those awards that recognize integrity, high standards and an “always doing what’s right” attitude are summarized below with more details provide in the supporting documentation. Most award recipients are nominated by their peers with the Coppermark Leadership Award selected by Executive Management:
· Quality Award

· Attitude is Everything Award

· Hidden Hero Award

· The Coppermark Leadership Award

2) Our “BRAVO Award” recognition program is an ongoing program that allows peer-to-peer recognition.  This award recognizes those employees that have gone “above and beyond” what is expected.  This past year, 180 Bravo awards were given.  When a Bravo award is given, the employee is also recognized on the bank’s intranet.  At our annual Bonanza awards celebration, one Bravo grand prize is awarded, chosen from all previous BRAVO award honorees.
3)  In conjunction with the annual awards celebration, employees are given a theme for an essay related to Coppermark.  Participation is optional.  The top 3 finalists are publicly recognized at the event along with the content of their essay published on the bank’s intranet.  The contest is for an essay of 200 words or less.  It is amazing to not only see the creativity of our employees but is inspiring to read their submissions.  I believe you’ll find their words reinforce and complement the many other comments we received on our Best place to work survey.
4)  It is a customary practice to post customer letters and commend employees for exceeding customer expectations on the intranet and by email.  Handwritten notes directly to the employee from the CEO are also common practice.

e) How does your company monitor and respond to breaches of ethical behavior?  

We take our responsibility for monitoring ethical behavior seriously.  Our policies are clear in this regard.  Any behavior that is dishonest or unethical will be dealt with and can result in immediate termination.   We are fortunate that this has rarely occurred but such behavior will not be tolerated.  
As part of our ongoing responsibility to monitor unethical behavior, an anonymous Negative Information Form is posted on the bank’s intranet.  This allows for an employee to report any suspected unethical or illegal activity.  This report goes directly to Coppermark’s Director of Internal Audit. 

III.  Forthright Communications
-Transparency is a term that has broadened beyond the standard reference to accounting procedures.  

a) How does your company demonstrate open/transparent communication occurs throughout the organization?  

We believe it is important that our employees are aware of the financial strength or challenges of our bank as well as our overall industry. Monthly officer meetings are held and the bank’s financial reports are shared and discussed by the CEO.  Many organizations do not share this level of information to employees but it is a long-standing practice at Coppermark. A report from the board room is also provided by our Chairman of the Board.  These reports are also shared at quarterly branch meetings and the meetings are open to all employees.  These branch meetings are conducted by the CEO and other members of the Executive management team.  Employee and officers are encouraged to ask questions and provide feedback at these meetings.  
Coppermark Bank employees can apply for Banker Development, an in-house accelerated learning and development program.  This-year long program provides participants with the opportunity to have monthly mock board meetings facilitated by the CEO, attend the annual shareholder meeting and one actual board of directors meeting, and also allows them the opportunity to attend senior management committee meetings throughout the year.  Employees review actual reports that each of these respective groups review and they have the ability to freely ask questions.

In 2006, our Board of Directors decided to explore alternatives for growth, even exploring the possibility of a sale of the bank.  In our industry, such things are kept extremely confidential and not openly shared with officers and employees as the risk of losing key employees is deemed a risk.  Based upon our history of open and honest communication with employees, Executive Management and the Board chose to continue to have open communication and felt it was the right thing to do to share the news of the possible sale to officers and employees.  The results of this forthright communication and ongoing efforts to keep employees informed throughout the process were extraordinary.  Not only is telling employees out of the ordinary and the risk of losing employees and customers high, the results and outcome were extraordinary.  Very few employees left the bank, due to this open and honest communication served to strengthen the overall trust and commitment to the leadership of the bank.  Luckily for all of Coppermark’s employees, customers and the community, the decision was made during that same year to remain an independent bank and remove the bank from possible sale.  The same year resulted in a record year of earnings.  
c)  How has the effectiveness of these communiqués been measured? (Please describe results of your  

    findings.)
We trust, but verify through dual controls, internal audits and the annual audit conducted by our external audit firm.
Our employee comments as part of the Best Place to Work survey continue to reinforce the effectiveness of open and honest communication.  A few comments: 

 “We have the open door policy, management wants our input.”
 “There’s an awesome open door policy that exceeds any previous employer I’ve ever worked for within my 30 years of Corp employment.” 

“Executive and senior management keep an open door policy and are available to employees for mentoring.”
IV. Corporate Social Responsibility
According to the Baldridge criteria, opportunities to support key community efforts are available to organizations of all sizes.  The Selection Team will be interested in initiatives that go well beyond regulatory compliance.  

a) Describe your company’s strategy with regard to issues of social responsibility or corporate philanthropy.  In other words, how does your company identify which community activities to support?

Excerpt from Coppermark’s Vision:
· Coppermark communities are the foundation of our growth.  We are committed to support and take an active role in community development.

As part of the President’s Vision of Coppermark, Mr. Legan encourages all Coppermark bankers to be actively involved in the communities in which they live and work.  Just as we encourage continuous personal development, Coppermark will support and encourage continuous community improvement.  

We believe that it’s important to support our employee and customer activities in the community.  Organizations that contribute to the overall success and health and welfare of our community are important, whether they be to support health, education, beautification, community growth,  entrepreneurial efforts  or to provide for those less fortunate and in need.  

Coppermark has established a Community Fund process that assists us in the management of our corporate giving.   All employees submit their individual requests or customer requests through this process.  
b)  What has been your company’s direct impact on the community?  In other words, please state how your organizations’ involvement has made a difference.  Please provide an overview of:
i. Your company’s involvement in the community

Coppermark Bank has been a Signature Sponsor for the American Heart Association’s Go Red for Women initiative since the program’s inception. In 2010, Darcie Henderson, SVP and Jacque Fiegel, Sr. EVP of Coppermark Bank served as Co-Chairs for the Event.  
In 2010, Coppermark Bank partnered with KOCO Channel 5 and Eskridge Auto Group to provide a deserving high school senior a new car and a $25,000 scholarship to a college in Oklahoma.  Coppermark is providing the funding for the scholarship and monetary recognition to the top 4 finalists.  

Coppermark is also active with the Arts programs in our communities as it shows support of Lyric, Canterbury Choral Society and participates in the annual Allied Arts employee workforce campaigns.  

In support of the growth of the downtown Boathouse District and the growing rowing community, Coppermark participates as an Elite 8 sponsor of the Regatta Series. This community initiative brings college teams throughout the country to compete at the Head of Oklahoma Regatta and has also brought Olympic
groups and status to the city and to the river.  As a part of our sponsorship, our employees are also involved in the corporate rowing programs and our active Coppermark rowing crews are cheered on by many other Coppermark employees as they compete in the corporate rowing challenges.  This event has proven to be an event that not only supports the community but our employees as well.  
ii. Benefits to the community

Our dollars lend financial support and employees devote their time and personal support with a goal of giving back to the communities where our employees and customers live and work.    

Our community fund contributes to a variety of causes, enabling us to allocate our dollars and time to numerous communities, sponsorships and events.  A more detailed listing is provided as supplemental data.
(Note that, if necessary, you may include a list of organizations in your supplemental information that provides greater detail.)

c)  To what extent are employees actually engaged in the company’s social responsibility activities?  (Please cite percentage of employees participating in these endeavors or provide other quantifiable data.)

Each year, the Banker Development class is encouraged to participate in community projects.  Each class selects their own organization and makes their own decisions as to how they will raise the funds for these projects.  The most recent class supported the Bethany Children’s Center and also volunteered their time and collections to the Regional Food Bank.  
Coppermark employees coordinate a Casual for a Cause day on a monthly basis. Each year, charitable causes are selected and an employee serves as the champion of the cause. The employee is responsible for all internal communication and collections from our banking locations related to their Casual for a Cause day.  Employees who contribute can choose to wear jeans on the day of the event.

The bank encourages employees to contribute back to the community.  The bank is supportive of certain levels of paid time off devoted to being involved with community and charitable events.  Volunteering to teach for Jr. Achievement, helping during the Arts Festival, spending time at the City Rescue Mission teaching a financial class or delivering employee donated diapers and infant needs to the Infant Crisis Center are just a few examples of spending paid time away from work to participate.  

Supporting documentation is provided that reflects our employee participation in projects that are designated as community development activities.  Also provided is a chart summarizing officer and employee involvement at both the community level and as members of non profit boards.
V. Building Trust in Customer Relations

Sometimes, customers’ interests may conflict with an organization’s desired revenue goals.  In these situations, it may be tempting to compromise ethical standards.  

How does your company monitor the effectiveness of customer relations, specifically as it pertains to handling of customer concerns in a forthright and fair manner?  (Examples may be a policy or training program relative to customer satisfaction that includes mention of ethical issues.  The Selection Team will be interested in seeing data that measures the effectiveness of these endeavors.)

Forthright communications are based upon mutual trust and respect.  Trust can take years to build and minutes to destroy; relationships built on trust more often lead to integrity and ethical actions and behaviors.  

It all starts with leadership and the tone and example set at the top of an organization.  Thomas Legan, Coppermark’s CEO, was recently selected as the Journal Record’s Most Admired CEO in our size category.  His integrity and ethical approach has led our organization to where it is today.   Included in the supplemental data is information as to Mr. Legan’s recognition along with 2 supporting letters from community leaders, but most impactful are the words written by our employees describing the same honor we bestowed upon Mr. Legan at 2010s annual employee awards celebration.  I believe these examples will further validate how building trust in customer relations begins at the top at Coppermark.  
We believe strongly that “our word is our bond.”  As long as it’s fair and legal, we will stand behind commitments and promises to our employees or customers.   
A business customer was recently spotlighted through a case study pertaining to his dealings with our business banking division.  His unsolicited comments were:  “We consider our Coppermark Bank relationship the single most important business relationship we have.  The high expectations our clients have our company, we have of the companies we work with.  It’s sometimes difficult to find relationships that meet the high standards we expect ourselves to uphold, but Coppermark Bank goes above and beyond what we would ever expect from a bank.”

       A non-customer from Arizona dealing with their ailing family member who was a customer of   

      Coppermark; and whose family member has since deceased, wrote:  “You should be proud of the  

      manner in which your employees represent your business.  They are compassionate and caring  

      individuals!”… “This is, and continues to be, an extraordinary experience for me.  Not only did they 
      help my father with his personal business by traveling to his home on two occasions, but even       

      brought him a strawberry milkshake; about the only thing he still enjoyed to the end.  Your 
      employees were directly responsible for some infrequent, but enjoyable final moments for my father   

      and it was good to see him smile again!”
      Recently an employee discovered an error with an incorrect rate, resulting in an overpayment by our 
      customer.  The customer had not noticed the issue and without the employee notifying the customer  

 of the situation, the overpayment mostly likely would have remained unnoticed by the customer.  The overpayment was quickly refunded and the customer appreciated the employee’s honesty and willingness to do the right thing. 

Those are just some of the positive examples of our effectiveness of customer relations. Unfortunately, we are sometimes faced with the opposite type of behaviors that necessitate closing a customer’s account.  It is very important that we support our employees and expect that our customers treat them with the respect that they deserve. After disrespectful and belligerent confrontations on several occasions, with several different employees, it became paramount that we ask the customer to move his business.  Employees were thankful that we stood behind them and didn’t tolerate the behavior.    
Our Information Security and Cash Management Officers compiled an online security awareness seminar for customers to educate and increase the customer’s awareness of sound security practices.  This was not something that our employees had to do but a thing they chose to do for our customers.   The Oklahoma Banker’s Association, impressed with our staff’s willingness to develop this information, coordinated with BankInfoSecurity.com to produce an article highlighting our actions.  Customers who attended were very thankful that their bank would provide this education free of charge and this served to strengthen the trust of our customers.  The article is included in the supplemental data section.
Perhaps one of the most impactful examples of doing the right thing for the customer despite the potential impact to the bank occurred during the financial crisis in the Fall of 2009.  After the collapse of Lehman Brothers, one of the sweep investment account alternatives that Coppermark had offered business customers for years hit a snag when regulators temporarily halted purchases and redemptions.  Suddenly the funds were frozen and customers could no longer access their funds. The bank made the decision to fund the customer accounts in spite of the funds being frozen and the bank also waived any future fees for this service.  The bank was funding the customer’s withdrawal needs in spite of the fact that the bank was unsure whether they would ever recover the money. It was the right thing to do for the customer in spite of the potential risk for the bank and the loss of revenue.  The story ended well and the bank earned trust and respect for handling the situation in this manner.  A copy of this letter to customers is included in the supplemental data section.  
VI. Looking to the Future

        

  a)  What are some of the major ethical issues that you anticipate your employees or    

          
        organization will likely encounter in the future?  
.   

The recent economic downturn placed the integrity and reputation of the banking industry under intense scrutiny.  As new regulatory constraints and changes continue to change the landscape of our industry, being honest, straightforward and fair in our communications and practices for both employees and customers must continue to be our focus.  We would like to think that future ethical issues  should not really be much different from today as the main question as to what constitutes ethical behavior remains,  is it the right thing to do?  What may change, however, is one’s perception of what is ethical and acceptable behavior in the workplace.   

Technology is changing the way customers conduct their banking transactions.  Less face-to-face contact and human interaction may create future ethical issues.  Traditionally a person’s character has been a key indicator of a successful customer.  Character, however, is not easily interpreted across a computer screen.  Electronic banking, online security, information sharing and online security breaches do provide an environment that may introduce additional ethical issues into the workplace.  These issues may impact both our customers and employees.  

Media coverage available 24/7, internet usage, the popularity of YouTube, Twitter, and the rapid growth of social media may create future ethical issues.  Social media has created less of a distinction between what constitutes business activities versus personal and this may present a future challenge.   

b)  What proactive approaches are you taking now, or considering taking in the near future, so that your organization is better prepared to effectively handle these types of issues?

Continuing our focus on ethical behavior for Coppermark employees and ongoing training and monitoring of these how factors may impact us are important business considerations.     

We plan to increase our training on the new regulatory environment and how to communicate the value of our products and services in a manner not to promote behaviors that might sacrifice the values we represent.   

Generational training and staying abreast of the evolving needs and expectations of our customers and employees will be another way that we proactively manage this process.   While we have had successful generational training in the past, we have additional training planned for May 2011. We realize the importance of understanding any differences and how they may impact perception and challenge what’s currently viewed as ethical behavior.  

We are developing a social media policy to address this growing segment and will address our employee’s responsibilities and business expectations.  In addition, we will educate and train our staff as to what is acceptable when they represent the company using social media tools.

Plans are to heighten awareness of both customers and employees, monitor changing trends and practices and be prepared to adapt our policies, training and methods of communication as needed.

One of the most proactive things we can do is to continue to hire the right people for the right job, with the right level of experience, and to expect them to do the very best job they can, in the most ethical way possible.  

VII. Supporting Documentation
Please include supporting documentation, such as policies and procedures, surveys, employee feedback, articles or publications that are directly relevant to the statements made in this application.  To clarify, the judges are interested in substantive examples that relate directly to the achievement of an ethical culture, rather than extraneous marketing material.  For that reason, nominees are encouraged to be highly selective in choosing supplemental materials.  Also, supporting documentation should be marked to clearly reference the criteria that it is intended to support.  (Videos will not be accepted.)

