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CUSTOMERS COME FIRST AT BANCO G&T

It Has Implemented an Intense Three-Year 

Employee Customer-Service Training Program 

   Banco G&T Continental de Guatemala not only is the largest bank in the country, it is one of the most customer-service driven banks in the world. For the past two years, the bank, which has assets of more than Q. 22,553 millions and a yield of 18.78 percent, has been focusing on its most important asset—its customers—as it implemented a three-year program to train each of its 3,500 employees in the bank’s 185 locations to deliver superior customer service.

   “G&T is more committed to customer service than any other organization in Guatemala,” says John Tschohl, founder and president of the Service Quality Institute in Minneapolis, Minnesota, USA, the global leader in customer service, which develops and delivers customer-service training programs to clients throughout the world.  “This is an aggressive program, and it isn’t cheap. G&T is spending more than $300,000 in U.S. dollars to train its entire staff, more than any other organization in Guatemala. G&T believes in and values its employees. That is a critical element of providing superior customer service.”

   It is an investment that will complement G&T’s recent growth. Founded in 1962, it merged with the Continental Group in 1990 and became G&T Continental. It recently became the first Guatemalan financial institution to acquire a bank in Central America—the Banco American of El Slavador, which has assets of more than $27.1 million and is the only bank in the country that belongs to the International Banking Alliance.

    In January, G&T Continental Financial Group formed a contract with BANEX-FIGSA Group to take share control of that institution, a merger that makes it the largest in Guatemala, with assets of more than Q.28,000 million, a portfolio of more than Q.13,800 million, deposits of more than Q19,500 million, and a patrimony of more than Q.2,300 million. The group has more than 1.5 million customers, 220 branches throughout the country—including 122 in Guatemala City—and more than 800 ATMs in Guatemala. It also has more than 4,000 collaborators, remittances services in the United States, and banking services in Central America and Panama.

   “G&T Continental Bank is an institution committed to the development of leaders capable of generating important changes in the Guatemalan society, that values the trust of its customers and the effort of its collaborators,” says G&T President Flavio Montenegro Castillo. 

   In 2005, G&T leaders became concerned that the organization did not allow an effective development of the Customer’s Service Culture Strategy, so they created a program called Swat Teams to provide internal support so employees could provide exceptional service. As part of that effort, all G&T Continental agencies open 10 minutes earlier and close 10 minutes later than the scheduled times.

   “G&T Continental is on a constant lookout for excellence and satisfaction for its customers,” says Montenegro. As a result, it also has instituted a program called Heroes of Exceptional Service, which publishes internally every two months the names of collaborators who have surprised their internal and external customers with highly positive service attitudes. Those people can be nominated through mailboxes in the agencies and administrative offices, by e-mail (servicioexcepcional@gytcontinental.com.gt) and on the web site at www.gytcontinental.com.gt.

   Tschohl, who has been described as a “customer service guru” by Time and Entrepreneur magazines and who spoke to 600 members of Asociacon de  Gerents de Guatemala in March, credits Montenegro with driving the bank’s focus on customer service. ”He is committed to G&T’s employees and wants them to provide the best service possible to their customers,” Tschohl says. “G&T is a role model for every bank—and every business—in Guatemala. I have trained thousands of people around the world and rarely have I seen a commitment to customer service as strong as that at G&T.”

   Montenegro, on the other hand, credits G & T’s employees with embracing the organization’s mission of becoming a customer service role model for the world. “The amazing results that the bank has reached wouldn’t have been possible without the effort, dedication, and will of each member of the family of G&T Continental,” he says. “For this reason, we have been working for more than two years on a program called the G&T Continental Service Culture. The main objective of this program is to improve the skills—attitude, aptitude, and knowledge—of each one of the collaborators, as well as the alignment of all the procedures that are not focused on providing exceptional service.”

  During the past two years, all G&T Continental employees have take qualification courses to improve customer service. “All this with the purpose of providing their collaborators the necessary tools for giving a first-class service concentrated on the customer and his total satisfaction,” says Motenegro. “The content of these qualification courses teach the importance of persistence, continuity, discipline, attitude, and empathy in the construction of a service culture.”

   That training is based on several programs developed by the Service Quality Institute. It includes Exceptional Service, which helps employees identify ways to provide exceptional service; Loyal For Life, which teaches employees how to handle mistakes and take a customer from hell to heaven in 60 seconds or less; Feelings, which teaches employees to feel good about themselves and, in the process, provide a higher level of customer care; and Leading Empowered  Teams, which focuses on leadership skills, empowerment, coaching, and teamwork. 

   Seminars and lectures are offered on a monthly basis and are led by internationally recognized customer service experts who have worked with highly successful organizations throughout the world, including Wal-Mart, DNS Gireles, La Red Business NetWork, Cisco Systems, and Compaq Computers.

   “Many banks and businesses say they provide good service and that the customer is their top priority, but that’s false advertising,” Tschohl says. “G&T is putting its money where its mouth is and is building a powerful leadership team. It has made a three-year commitment to train all of its employees in the art of customer service and to ensure that its customers receive the best service possible. G&T is well on its way to becoming a customer service role model for the world.”

