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LORI CESTRA - 
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EXECUTIVE VICE 
PRESIDENT AND CHIEF 
OPERATING OFFICER, 
ENTERPRISE BANK

By Lori Cestra, Chair  

A WORD FROM PACB’S CHAIR 

It was refreshing to see a room full of nearly 100 bank 
leaders and team members gather for honors and 

personal recognitions for their involvement with their 
organizations and communities, and as recipients of 

nearly 20 awards and accolades! 

In what is normally a month of 
vacations and getaways, I was 
delighted to be a part of the 
Association’s “INSPIRE Awards” 

on July 19 at the Hershey Lodge & 
Convention Center.

It was refreshing to see a room full of nearly 
100 bank leaders and team members gather 
for honors and personal recognitions for 
their involvement with their organizations 
and communities, and as recipients of 
nearly 20 awards and accolades! One of 
many highlights for me, personally, was 
the pleasure I had to join PACB President 
& CEO Kevin Shivers in presenting the 
“Banker of the Year Award” to PA Secretary 
of Banking & Securities Richard Vague – 
who worked with so many of us during the 
early days of the pandemic in ensuring that 
PPP funding found its way to businesses on 
Main Street.

And, it goes without saying that the 
event was even more special, having the 
opportunity to recognize three long-
term career bank employees with PACB’s 
“Lifetime Achievement Awards” – Judi 
Goodwin-Tanner of First Federal Savings 
and Loan Association of Greene County 
(38 years); Bonnie Risser with Altoona 
First Savings Bank (45 years!), and 
Linda McMullen, most recently with 
LINKBANK (40-plus years).

Now, it’s so nice to get out among our 
members, their teams, and leaders in the 
community banking arena.

A few weeks ago, Kevin and I began a 
statewide tour of the Commonwealth to 
meet many of our members face-to-face, 
and it was wonderful to see the warm 

welcomes and positive response as we 
traveled from institution-to-institution. 
Together we still have many more stops 
to complete as we traverse the state. But 
already it’s been so personally gratifying to 
be out from behind the desk and away from 
the Zoom meetings, to discuss issues and 
concerns in-person – and to help identify 
where PACB can be of assistance in delivering 
solutions to many of the challenges that 
community bankers face today.

Our stops also allow us to further 
express the value found in our upcoming 
CONVENTION 2021, September 16-18 
in Scottsdale, AZ. Many of the leading 
minds in community banking will be part 
of our extensive educational sessions, while 
the meeting location this year is near-
perfect for relaxing and enjoying the many 
resort amenities found at the Fairmont 
Scottsdale Princess. 

We all have adjusted to a year of unique 
and unprecedented challenges. In those 

moments, it’s refreshing to look back at 
many of our successes, such as promoting 
passage of legislation which helped save our 
state Banking Fund.

Now, it’s time to once again meet and 
network in-person, and to take advantage 
of what a week at CONVENTION 2021 
can give us, to best equip us for what lies 
ahead in today’s uncertain world.

See you in Scottsdale!
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By Kevin L. Shivers, President and CEO

FROM THE PRESIDENT/CEO’S DESK

INSPIRE AWARDS DINNER GAVE ALL A CHANCE TO REFLECT IN PERSON ON OUR WORK TOGETHER

I t was great to be joined by bank 
leaders and employees in July in 
Hershey to celebrate our communities 
and our industry, during the PACB 

Inspire Awards. I especially want to express 
my gratitude to our sponsors: Shazam, the 
Federal Home Loan Bank of Pittsburgh, PW 
Campbell, and PACB Services. 

Now in my third year leading PACB, 
I continue to be inspired by the way 
community banks do business and serve 
their communities. 

While last year challenged the way many 
of you ran your banks, the pandemic 
could not take away the close, personal 
way that our industry does business. Nor 
could it stop our institutions from giving 
back to their communities, which is the 
hallmark of our industry.

Over 100 community bankers, directors 
and bank leaders gathered at the Hershey 
Lodge and Convention Center in July, for 
dinner and to honor their colleagues for their 
extraordinary work in their communities.

JBT, Mid Penn Bank, The Neffs 
National Bank, and Woodlands Bank 
earned “INSPIRE Award” honors in 
the Paycheck Protection Program (PPP) 
category. Ambler Savings Bank earned 
top “INSPIRE Award” honors in the 
Community Support and Engagement 
category. Finalists included Brentwood 
Bank, First Columbia Bank and Trust 
Company, First Federal Savings and Loan 
Association of Greene County,  And 
LINKBANK of Camp Hill.

The Bank of Bird-in-hand earned top 
“INSPIRE Award” honor in the game-
changer category, recognizing community 
banks for instituting new technology to 
better serve customers and stakeholders.

Six community banks earned “Lenders of 
Excellence” recognition for the significant 
impact of their PPP lending to Main Street 
businesses across the Commonwealth, 
in their respective asset categories for the 
number and amount of PPP loans originated. 
(Overall, PACB’s member banks originated 
over $3 billion in PPP funds protecting over 
150,000 jobs during the pandemic).

Recipients included Dollar Bank, 
Enterprise Bank, Hyperion Bank, MCS 
Bank, Mid Penn Bank, and Tioga-
Franklin Savings Bank.

Our celebration in Hershey also 
permitted PACB to honor to recognize 
Pennsylvania’s Secretary of Banking and 
Securities Richard Vague as the PACB’s 
Banker of The Year.

Secretary Vague’s service as the state’s top 
regulator was invaluable from the early 
hours and days of the pandemic. When we 
reached out to the department for assistance 
during the hours preceding the general 
business shutdown orders, Secretary Vague 
responded without hesitation. 

His interventions on behalf of financial 
consumers and the institutions who serve 
them, helped to ensure banks remained 
open and helped to restore confidence that 
consumers and businesses had access to 
their funds and the banking system.  

For months following the initial 
mitigation closure orders, Secretary 
Vague and his team participated weekly 
during banking industry peer exchanges. I 
counted at least 60 calls with bankers over 
the span of seven months.  

He regularly shared the concerns of bankers 
with the highest levels of state government. 

Many bankers across Pennsylvania 
expressed to me their appreciation for 
Secretary Vague and the state Department 
of Banking and Securities for the fair, 
consistent application of the laws and 
regulations across the industry.

Before the Coronavirus pandemic, 
Secretary Vague and his team faced a 
different sort of crisis. 

CONTINUED ON PAGE 4

While last year 
challenged the way many 

of you ran your banks, 
the pandemic could not 

take away the close, 
personal way that our 

industry does business.
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We Are All About You.

At YHB we take a holistic approach to assisting community banks with growing, managing, and protecting their hard work. 
With over 180 professionals across 8 locations, we partner with many of the regions most trailblazing leaders and banks. 

We are passionate about making sure your bank has the tools and support it needs to thrive.

Never settle for less. Choose the experts at YHB.

Internal Audit  |  External Audit  |  IT Controls & Governance  |  Tax Services

Over $42 million dollars had just been taken from the state’s 
Banking Fund over two successive state budgets.

Community bankers believed these transfers not only put the 
work of the department at risk, but also jeopardized the carefully 
crafted reforms put into place by the prior administration to 
ensure the long-term solvency of the state’s banking fund, the 
state charter, and the dual banking system.  

Secretary Vague and his team worked closely with bankers and 
the professional staff of the various industry trade associations on 
critical legislation to protect the state banking fund. 

Last month that legislation was signed into law by Gov. Tom 
Wolf. Act 39 represents an insurance policy paid for by financial 
institutions to protect Pennsylvania taxpayers and consumers. 
Community bankers really appreciated the support of Banking 
Secretary Richard Vague to craft this solution.

For all of these reasons, the Pennsylvania Association of 
Community Bankers proudly recognized Richard Vague as its 
Banker of The Year. 

The Inspire Awards Dinner gave all of us a chance to reflect 
in person on our work together to maintain the safety and 

KEVIN SHIVERS IS PRESIDENT/CEO OF THE 
PENNSYLVANIA ASSOCIATION OF COMMUNITY BANKERS

CONTINUED FROM PAGE 3 soundness of the banking system during the worst natural 
disaster in our lifetime. The evening reinforced that membership 
is about more than a bank’s size – it’s about a culture and the way 
we do business. 

With your involvement and support, PACB is doing extraordinary 
work to make a positive impact on the careers of banking 
professionals, the institutions they work for, and the customers 
they serve. 

Your institution’s involvement in PACB makes the community 
banking industry better.  

Thank you.
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PACB WELCOMES IT'S NEWEST MEMBERS

ELECTRONIC MERCHANT SYSTEMS
JENNIFER HEIDELOFF, DIRECTOR, 
BUSINESS DEVELOPMENT
emscorporate.com
Phone: (216) 644-8306
250 W. Huron
Cleveland, OH 44113
jheideloff@emscorporate.com
Card Services – Debit/Credit/ATM 
Networks

Electronic Merchant Systems (EMS) is a 
leading provider of payment processing and 
merchant services. Since 1988, EMS has 
been helping business owners realize their 
full potential and grow their financial well-
being. EMS has offices and agents coast to 
coast serving tens of thousands of retail, 
internet, and start-up businesses. No matter 
where you are, EMS is never far away.

AUNALYTICS SOLUTIONS
PATE WELLAUER – CLIENT 
RELATIONSHIP DIRECTOR
aunalytics.com
Phone: (855) 688-3282
460 Stull St.
South Bend, IN 46601
peter.wellauer@aunalytics.com
Data Analytics

Aunalytics is a data platform company 
delivering answers for your business. 
Aunalytics provides Insights-as-a-Service to 
answer enterprise and midsize companies’ 
most important IT and business questions.
The Aunalytics® cloud-native data platform 
is built for universal data access, advanced 
analytics and AI while unifying disparate 
data silos into a single golden record of 
accurate, actionable business information. 
Its Daybreak™ industry intelligent data 

PACB continues to grow and expand its membership as more community banks, associates and preferred providers 
discover the value and benefits of belonging to PACB – including professional and career development, advocacy and 
representation, social networking, colleague connections, member events and more!

mart combined with the power of the 
Aunalytics data platform provides industry-
specific data models with built-in queries 
and AI to ensure access to timely, accurate 
data and answers to critical business and IT 
questions. Through its side-by-side digital 
transformation model, Aunalytics provides 
on-demand scalable access to technology, 
data science, and AI experts to seamlessly 
transform customers’ businesses.

ELTROPY
MARK MIYAMOTO, DIRECTOR OF SALES
eltropy.com
Phone: (916) 549-2979
1525 McCarthy Blvd.
Suite 1007
Milpitas, CA 95035
mark.miyamoto.com 
Enterprise Text Messaging Platform

Serving over 200 FIs and built specifically 
for FIs, Eltropy’s enterprise text messaging 
platform enables unique capabilities that 
allow FIs to offer a better client experience 
while streamlining operations – Lending, 
Collections, Marketing, Reputation 
Management, HR, Contact Center, and more.

Benefits Include:
• Process applications and loans faster
• Service clients more efficiently
• Enhance the bottom line
• Reduce OPEX, increase interest income

VIKAR TECHNOLOGIES, INC.
NANCY SCHNEIER – FOUNDER & CHIEF 
REVENUE OFFICER
vikartech.com
Phone: (973) 495-4835
3 Saratoga Way
Old Bridge, NJ 08857
nancy@vikartech.com
Fintech Loan Lifecycle Technology

Vikar Technologies combines modern 
technology and deep industry experience 
to help banks digitally transform their 
business. The Loan Lifecycle Management 
(LLM) and Client Lifecycle Management 
(CLM) solutions provide workflow 
automation and data aggregation with 
open APIs for the front, middle, and back 
office. The LLM solution includes four 
modules: Borrower Digital Portal, Loan 
Origination, Onboarding & Servicing, and 
Portfolio Management. The CLM solution 
includes four modules: Onboarding & 
KYC, Account Opening & Funding, 
KYC Reviews & Maintenance, and BSA/
AML Fraud Detection. Vikar Technologies 
enables its customers to onboard and 
maintain clients and loans in a complete, 
end-to-end digital experience resulting in 
straight-through digital processing.
 

YOUNG & ASSOCIATES, INC.
DAVID RENO, DIRECTOR – LENDING AND 
BUSINESS DEVELOPMENT
younginc.com
Phone: (800) 525-9775
121 E. Main St.
P.O. Box 711
Kent, OH 44240
dreno@younginc.com
Consulting

Young & Associates has been a national 
leader for over 43 years in providing trusted 
guidance to financial institutions in the 
areas of Regulatory Compliance, Lending 
and Loan Review, Strategic Planning, 
Liquidity and Interest Rate Risk, Quality 
Control, Internal Audit, IT Consulting and 
Education and Training. Their extensive 
services, subject matter expertise and 
industry partnerships help their clients solve 
today’s complex challenges while staying 
focused on the future. 
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IT’S ALL THERE! 
Well, it’s actually all HERE – at the Fairmont Scottsdale Princess –  

and it’s just one month away!

 

 
 
 

Indeed – it’s all at the Fairmont Scottsdale Princess for 2021’s PACB Convention!

PACB’s CONVENTION 2021, the Association’s 114th annual gathering – brings you not only a three-
day convention but a complete package as mentioned above – whether you’re attending as a single or 
bringing the family for a wonderful getaway to a great resort destination. This is a trip is one that can 
be enjoyed by the entire family, while PACB’s member can attend a full program over three-days of 

presentations and educational programming!

There is still time to register to attend the conference and to enjoy the many amenities that the Fairmont 
Scottsdale Princess offers its guests.

Visit www.pacb.org, and select the Convention 2021 section for information on attendee registration, to 
view the complete agenda of education and programming, and to review the listing of show exhibitors 

and sponsors that provide their generous support of PACB’s annual event!

SEE YOU IN SCOTTSDALE!

EDUCATION: 
Some of the best minds 
in community banking, 
finance and regulatory

PEER SUPPORT: 
One of 2021’s rare 

opportunities to meet 
face-to-face and connect 

with your bank peers

FAMILY FUN: 
Outstanding restaurants, 

outdoor pool plazas, 
tournament-style golf 

courses and one of 
the most highly rated 

invigorating spas in the 
entire country!

NETWORKING: 
Other bank institution 
attendees, trade shoe 

exhibitors, session presenters:

CONVENTION 2021 
gives you the opportunity 

to meet them all!
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JORDAN GRANT, DIRECTOR 
OF GOVERNMENT 
RELATIONS FOR PACB

This placement is paid for by FirstPAC. 

ARE YOU READY  
FOR FOOTBALL? 
The first six months of the 

year have been marked by 
one success after another in 
each area of PACB’s advocacy 

program. One particular success has been 
raising money for FirstPAC and in the span 
of six months we are well above where our 
goal was for the year.

In fact, due to the commitment by 
community bankers across the state, we 
have raised $10,000 more than we raised 
during all of 2020. Compared to other 
recent years, we have raised the same 
amount of funds as we did throughout the 
entirety of 2018 and only $6,000 away from 
equaling the total raised in 2019.

Effectively, this means the commitment of 
our members has resulted in us meeting or 

exceeding our annual totals in two of the 
past three years in only six months! Each 
dollar raised is crucial as Pennsylvania 
prepares to elect a new governor next year.

To this effect, we are excited to announce 
the next part of our fundraising efforts as 
FirstPAC launches a Countdown to Kick off 
with a Monday Night Football® celebration!  

We are giving away six box suite tickets to 
watch the Pittsburgh Steelers play the Chicago 
Bears on Monday, Nov. 8, in Pittsburgh. Food 
and drinks are included with tickets.

In order to win these tickets, a bank 
between July 27th and Aug. 27, must raise 
the most amount of funds for FirstPAC 
with 100% of its board having contributed 
to the PAC during 2021. The minimum 

amount a bank must raise in order to win 
the tickets is at least $2,000. 

So come join us at Heinz Field and support 
FirstPAC, this November as we enjoy a 
night of networking with colleagues while 
enjoying an American tradition. If you have 
a question about how to win the tickets, 
please do not hesitate to contact Jordan at 
(717) 231-7447 or jordan@pacb.org. 
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S.R. Snodgrass, P.C., an independent accounting and consulting 
firm with offices in Pennsylvania and Washington, DC, is pleased 
to announce the promotion of Gregory J. Faulk and Michael T. 
Korhnak to Principal.

“Our firm is fortunate to have dedicated leaders like Greg and 
Mike to assist us in meeting client needs. S.R. Snodgrass’s 
personal approach to client service would not be possible without 
our talented team,” said Charles E. Marston, President of S.R. 
Snodgrass. “Over the years, Greg and Mike have demonstrated 
their leadership to clients and employees, as they are always willing 
to step in to offer advice and guidance. The firm is excited for these 
promotions and looks forward to watching Greg and Mike expand 
their knowledge and expertise.”

Gregory J. Faulk, CPA, has been an 
integral member of our Auditing and 
Assurance Group since joining the firm 
in 2006. With extensive experience in 
all elements of accounting and business 
management, Faulk has valuable insight 
into the industries he serves, the primary 
focus being banking. He has an immense 
understanding of auditing and its related 
rules and best practices, and clients 

regularly seek out his expertise and guidance. Additionally, 
Faulk’s role as mentor is prevalent throughout the firm, as he is 
always willing to take the time to share his knowledge and explain 
complex matters with clarity.

Faulk received a bachelor’s degree in accounting from Clarion 
University of Pennsylvania and an MBA from Robert Morris 
University. He is a member of the American and Pennsylvania 
Institutes of Certified Public Accountants.

S.R. SNODGRASS, P.C.  
PROMOTES GREGORY J. FAULK AND 
MICHAEL T. KORHNAK TO PRINCIPAL

ON THE MOVE

Michael T. Korhnak, CPA, is a respected 
member of our Auditing and Assurance 
Group. Korhnak’s area of expertise is 
financial institution audits, but he also has 
experience with nonprofit, governmental, 
financial service, and manufacturing 
clients, which provide him with a broad 
base of diverse financial reporting 
capabilities. Whenever assistance is needed, 

Korhnak is regularly sought out by both employees and clients, and 
he easily steps in and accepts the responsibility of trusted advisor. He 
contributes to the development and planning of in-house CPE and 
training courses, where he identifies continued and new learning for 
our employees. Over the years, Korhnak has been active in recruiting 
and onboarding new employees. He is a very patient mentor and can 
explain complex matters to clients and employees.

Korhnak earned a bachelor’s degree in crime, law, and justice from 
Pennsylvania State University and an accounting certificate from 
Robert Morris University. He is a member of the American and 
Pennsylvania Institutes of Certified Public Accountants.  

 
 
S.R. SNODGRASS, P.C. IS AN INDEPENDENT ACCOUNTING AND CONSULTING FIRM 
WITH OFFICES IN CRANBERRY TOWNSHIP AND KING OF PRUSSIA, PENNSYLVANIA, AND 
WASHINGTON, D.C. FOUNDED IN 1946, THE FIRM SPECIALIZES IN SERVING FINANCIAL 
INSTITUTIONS AND NONPROFITS. IT OPERATES SIX DISTINCT BUSINESS UNITS: ASSURANCE 
SERVICES, TAX PLANNING AND PREPARATION, INTERNAL AUDIT AND REGULATORY 
COMPLIANCE OUTSOURCING, BUSINESS CONSULTING, INFORMATION TECHNOLOGY AUDIT, 
AND NETWORK SECURITY ATTACK AND PENETRATION TESTING SERVICES.  
 
S.R. SNODGRASS, P.C. IS A PREFERRED PROVIDER OF THE PACB CORPORATION FOR 
NETWORK ATTACKS AND PENETRATION TESTING.  
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HOMETOWN CHAMPIONS:

Tracey Travelpiece

TRACEY TRAVELPIECE 
E-BANKING & CUSTOMER SUPPORT

Communities across 
Pennsylvania are growing 
and thriving because their 
community banks care. The 

service and commitment demonstrated 
by community bank employees keep 
customers faithful, and their sincerity 
keeps others hopeful. It is because of these 
employees that communities across the 
Commonwealth are thriving and becoming 
better places to live and work.

When it comes to community banking 
in Pennsylvania, the uniqueness, talents 
and attributes of the 14,000 individual 
community bank employees combine to 
make the entire industry greater than the 
sum of its parts.

As we travel across Pennsylvania, we meet 
community bank employees from many 
different backgrounds. Some are new to 
the industry, while others have worked 
their entire careers in it. No matter how 
long these employees have been involved 
in banking, they all share a common 
thread — a love for their community. 
They truly are the ones responsible for 
bettering their hometowns.

As part of an ongoing series, each issue, 
we will be featuring interviews with 
these community bank employees, these 
“Hometown Champions.” Through these 
interviews, we hope to gain some insight 
into what makes the community banking 
industry great in Pennsylvania.

This month we chat with Hometown 
Champions from First Columbia Bank 
& Trust Co. of Bloomsburg, PA. The last 
century has brought more change than 
anyone could have imagined, yet First 
Columbia’s core values and commitment to 
its customers and community remain the 
same. Today, customers enjoy friendly in-
person service at 13 locations across three 
counties, convenient ATMs and drive-
thrus, along with 24/7 online and mobile 
banking access.

PACB: HOW DID YOU GET INTO COMMUNITY 
BANKING?

TRACEY: When I was fresh out of high school, I was 
approached by one of the bank employees and asked if 
I would be interested in applying for a job. So, I went 
in and applied and was hired in November of 1987.

PACB: WHAT IS THE MOST REWARDING ASPECT 
OF WORKING IN COMMUNITY BANKING?

TRACEY: The most rewarding aspect of working in a community bank is being 
able to help our customers – either over the phone or in person – and put a smile on 
their faces when we can resolve their problems. It is especially rewarding when your 
customer thanks you for helping them and making their day a lot less stressful as you 
were able to help them.

PACB: PEOPLE ALWAYS WANT A DEFINITION OF “COMMUNITY BANK.” 
WHAT’S YOURS?

TRACEY: Community Bank, to me, is being able to come into your local branch or 
talk to a live person on the phone and receive the service that they are looking for 
and expecting.

PACB: TELL US SOMETHING ABOUT YOURSELF THAT MOST PEOPLE 
DON’T KNOW.

TRACEY: I have been in the banking industry for 34 years. I also celebrated my 
36th anniversary with my husband on May 18th. We have three children and four 
grandchildren. I enjoy spending time with family and friends and also love working 
with all my co-workers.

PACB: WHAT IS THE 5TH PICTURE IN YOUR CAMERA ROLL ON YOUR 
PHONE, AND CAN YOU PLEASE SHARE THE STORY BEHIND IT?

TRACEY: My picture in my camera roll is a picture my daughter took at her 
boyfriend’s house of a double rainbow. She has such an eye and a knack for taking 
awesome pictures.
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PACB: HOW DID YOU GET INTO 
COMMUNITY BANKING?

NANCY: The high school I 
attended participated in a “school 
to work” program. This program 
allowed members of the senior 
class to leave school early and 
report to an employer to gain work 
experience. A few banks in our area 

were among the participating employers. As part of that program, 
I applied and interviewed for employment at the bank. While I 
was not initially chosen, another position opened up during the 
summer, and when the bank contacted me, I gladly accepted.

PACB: WHAT IS THE MOST REWARDING ASPECT OF 
WORKING IN COMMUNITY BANKING?

NANCY: Most rewarding is the team effort put forth by all our 
employees to help our customers with their banking needs.

PACB: PEOPLE ALWAYS WANT A DEFINITION OF 
“COMMUNITY BANK.” WHAT’S YOURS?

NANCY: A local bank you can trust with your financial needs by 
offering friendly services through all stages of life.

PACB: TELL US SOMETHING ABOUT YOURSELF THAT 
MOST PEOPLE DON’T KNOW.

NANCY: Working at the bank was my first full-time job. That was 
over 35 years ago.

PACB: WHAT IS THE 5TH PICTURE IN YOUR CAMERA ROLL 
ON YOUR PHONE, AND CAN YOU PLEASE SHARE THE 
STORY BEHIND IT?

NANCY: The fifth picture on my phone is a Christmas ornament of 
my granddaughter’s handprint from when she was an infant. She and 
her family live several states away. My husband and I try to visit them 
each year, but travel was not recommended with the pandemic. We 
miss seeing them very much. This past Christmas, while decorating 
our tree, I sent a picture of the ornament to her father.

Tina Wood Nancy Diehl 

TINA WOOD 
VP, COMMUNITY 
OFFICE MANAGER

NANCY DIEHL 
VP, SECRETARY & 
REGULATORY

PACB: HOW DID YOU GET INTO 
COMMUNITY BANKING?

TINA: I was looking for a job 
change and banking always 
intrigued me, so I decided there 
was no time like the present. My 
first position was working in the 
proof department, which was 
almost 20 years ago.

PACB: WHAT IS THE MOST REWARDING ASPECT OF 
WORKING IN COMMUNITY BANKING?

TINA: I love serving our community, building lasting relationships 
with the people living and working in the community. You open 
their youth savings, and then you give them their first loan for a 
car. It doesn’t get better than that. It’s not just a job; you build 
meaningful relationships with your customers along with your 
fellow employees. Our customers are not numbers to us.

PACB: PEOPLE ALWAYS WANT A DEFINITION OF 
“COMMUNITY BANK.” WHAT’S YOURS?

TINA: Community banking, to me, is making your customer feel 
comfortable coming in with a banking problem, financial help, or 
just to say hello. As a Community Bank, we dedicate ourselves to 
servicing the needs of our community by offering competitive loan 
rates and deposit products. We know our customers by name, and 
we know their dogs’ name too.

PACB: TELL US SOMETHING ABOUT YOURSELF THAT 
MOST PEOPLE DON’T KNOW.

TINA: I enjoyed hunting until the cold got too much. In my first-
year hunting, I shot a six-point buck. What a great experience! 
Now I enjoy the beauty of watching the deer in our fields.

PACB: WHAT IS THE 5TH PICTURE IN YOUR CAMERA ROLL 
ON YOUR PHONE, AND CAN YOU PLEASE SHARE THE 
STORY BEHIND IT?

TINA: Taking a walk with my dog, Daisy Mae.

HOMETOWN BANKER | HOMETOWNBANKER.ORG | 11 



12 | HOMETOWN BANKER | HOMETOWNBANKER.ORG

THE DEFINITION OF A GREAT BOARD:
2021 EDITION
By Alan J. Kaplan, Founder & CEO, Kaplan Partners

The role of a board member of any organization is 
constantly evolving. Economic cycles, leadership 
transitions, market dynamics, competitive changes, 
governance activists, and even political shifts can 

impact board composition and best practices in corporate 
governance seemingly out of the blue. Then add the unexpected 
challenges of a global pandemic, and the environment changes 
quickly again.

There are certain constants, however, which have proven useful 
over time as essential elements of the most successful boards. In 
defining a great board, we suggest these for your consideration:

G  GOVERNANCE as a defining characteristic of a high-
performing board may feel like stating the obvious. Except the 
board’s role is precisely that — to govern and not manage. The old 
saying “nose in, fingers out” still rings true today. Boards exist in 
large part to oversee management on critical issues such as strategy, 
risk, CEO succession, transactions and to provide sound counsel 
to the CEO and leadership team. Despite what some directors may 
still think, the board’s job is to guide and advise management and 
not run the business.

R  RISK is a critical aspect of appropriate board oversight and 
has become increasingly more complex over time. The impact of 
a “black swan” event like we have recently experienced with the 
global pandemic is a prime example. Boards should be regularly 
updated on the strategic risks facing the company and must ensure 
that appropriate procedures for compliance, controls, and reporting 
are in place and functioning well across the organization.

E  ENGAGEMENT as a director is often overlooked. Throughout 
our firm’s experience advising boards, it is all too common that 
we encounter directors who are simply not engaged in governing. 
Often these Directors do not properly prepare for meetings, worry 
about the time and length of the meeting, and do not partake in 
constructive conversations. Whether due to overly lengthy board 
tenure or outdated skills, a lack of consistent engagement may drive 
consideration for offboarding.

A  ACCOUNTABILITY. Boards in some organizations do not 
hold management truly accountable for results, which is a crucial 
element of governing. Such boards at times may find excuses for 
poor performance or reward management for underperformance 



HOMETOWN BANKER | HOMETOWNBANKER.ORG | 13 

or tenure, rather than pushing back to explore why goals may not 
have been achieved. Sometimes there are legitimate reasons why an 
organization does not perform (external factors; lack of resources; 
faulty expectations; global pandemic, etc.). Boards need to make 
sure that company leaders have what is needed to succeed going 
forward and then hold them accountable to deliver. 

T  TALENT-CENTRIC. Well-governed organizations have boards 
that are consistently focused on CEO succession and executive talent 
development. Some firms are so focused on crafting an awesome 
strategy that they forget about the other side of the coin — the 
execution of the plan. Talent is the biggest variable in execution, 
and boards need to make sure that the CEO and leadership team 
are consistently focused on and held accountable for the attraction, 
development, and retention of talent above the norm.

B  BROADLY-SKILLED boards are comprised of people with an 
appropriate mix of relevant talents and experiences to enable proper 
guidance and provide a variety of useful viewpoints. This skill 
mix should be both functional (for example, financial, technology, 
marketing, human resources) as well as industry (reflecting 
competitive dynamics, customer segments, emerging markets, etc.). 

Too many directors with similar backgrounds, or a lack of broad and 
current skills, compromises the value derived from the board table. 

O  OPEN-MINDED. Boards benefit from directors who are 
informed, insightful and inquisitive. In other words, willing to 
challenge assumptions, consider new ideas and approaches, and are 
able to think outside the box. A room full of directors with blinders 
who operate with “group think” or who want to pretend that this is 
still “the good old days” does not enhance governance or add value.

A  AWARENESS of the dynamics taking place outside the 
organization is important as well. This may apply to the 
competitive landscape in your market or industry or knowledge of 
the external factors which could significantly impact the business. 
Also included here could be the potential for regulatory impact 
or strategic transactions — wanted or unwanted — which could 
quickly reshape the organization. Ongoing director education to 
remain current and relevant is critical. 

R  RESPECTFUL. Oftentimes boards are called upon to make 
tough calls or push back on management regarding critical issues. 
These types of messages are never easy but need to be delivered 
firmly yet respectfully. Boards have an obligation to be courageous 
in the face of difficult decisions which may arise, including at times 
whether to allow underperforming directors to continue serving. 
Respect also needs to extend to the viewpoints of other directors, 
always, even when disagreeing. 

D  DIVERSITY is the order of the day! As has been well 
documented, boards comprised of leaders with diverse perspectives 
generally make better decisions. Boards representing a robust 
variety of backgrounds and life experiences — whether diverse by 
race, gender, ethnicity or other criteria, are not only appropriate but 
vital for success in today’s business and social climate. In addition, 
having diverse role models on the board and at the top of the 
organization sends a very strong positive message to current and 
prospective employees.

The willingness to truly govern and tackle the important business 
challenges are hallmarks of great boards. However, the dynamics of 
crafting a board with the right blend of skills, relevant experiences, 
and diverse perspectives remains difficult for many institutions. 
A thoughtful approach to board composition, recruitment, and 
succession will enhance both the quality of corporate governance as 
well as organizational performance.  

 

ALAN J. KAPLAN IS THE FOUNDER & CEO OF KAPLAN 
PARTNERS, A RETAINED EXECUTIVE SEARCH AND 
BOARD ADVISORY FIRM HEADQUARTERED IN SUBURBAN 
PHILADELPHIA. YOU CAN REACH HIM AT 610-642-5644 OR 
ALAN@KAPLANPARTNERS.COM..

KAPLAN PARTNERS IS AN ASSOCIATE MEMBER OF THE PACB.
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SLIPPERY SLOPE 
ANOTHER YIELD CURVE SHIFT HAS  
COMMUNITY BANKERS GUESSING.
By Jim Reber, President & CEO of ICBA Securities

And now for something completely different. Except it’s 
not; it just hasn’t been around for a number of years. 
But it most assuredly has an impact on your community 
bank’s bond portfolio and on the securities you’ll be 

thinking about purchasing the next time you’re in the market. 

I’m speaking once again about the ever-popular slope of the yield 
curve. For our purposes, these are the yields on the various on-the-
run Treasury issues, specifically the ones at the two-year and 10-year 
maturity terms. Those are the most popular benchmarks for bond 
market analysts to use when the slope of the yield curve is discussed. 

What is different so far this year is that the slope, or difference in 
yield at the benchmarks, has both grown and shrunk in a few short 
months. This surely doesn’t look like a secular trend vis-à-vis 2017 
through 2019, when the slope gradually, grindingly, flattened by 
more than 100 basis points (1.0%). So, now that we’ve established 
that bond yields of differing tenors seem to have minds of their 
own, what does that mean to your community bank?

MORE IS BETTER, USUALLY
Most community bankers have been wishing for higher rates 
since late 2019, when the economy started to lose oil pressure. 
Loan demand (but not credit quality, thankfully) had already 
begun to deteriorate by the time “COVID-19” became part of our 
vocabulary. In short order, the Federal Reserve pushed short-term 
yields to near zero, began buying billions of bonds each month, and 
launched a series of programs to back-stop the economy. The yield 
curve and — not surprisingly — net interest margins flattened. 
What we experienced in the first quarter of 2021 is known as a 

“bear steepener.” This occurs when monetary policy is on hold at 
the same time bond investors get the shakes about inflation. With 
all the fiscal stimulus coursing through the economy’s veins, long-
term buyers demanded more protection against purchasing power 
erosion, and the slope of the curve jumped nearly 80 basis points by 
March 31. Alas, this trend proved to be short-lived. 

In the second quarter, especially after the Fed’s June meeting, 
the bond market gave back a large portion of the 2021 yield 
improvement. By the halfway point in the year, the curve’s slope 
was back down by about 35 basis points. This was not welcome 
news for portfolio managers, who are still hustling to invest idle 
cash, which is probably leaving margins exposed to falling rates.  

WHAT SHAPE INDICATES
This is probably a good time to recount what the slope of the curve 
telegraphs about investor sentiment. If long and short rates have 
very little difference, it indicates investors are relatively satisfied 
that inflation is not a threat. Two-year buyers will almost always 
take their cue from the Fed, while 10-year buyers, who are quick to 
retreat if they sense prices are about to rise, have gradually required 
less risk premium over the past 30 years since inflation has stayed 
under wraps. (Investors of a certain age will recall the term “bond 
vigilantes.” Those institutional buyers would demand higher yields 
if the combination of monetary and fiscal policies weren’t to their 
liking. In the two decades, the bond vigilantes have gone the way 
of Wyatt Earp.)

What took place in June of this year would qualify as a “bull 
flattener.” Longer rates retreated when the Fed, and in particular 
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JIM REBER (JREBER@ICBASECURITIES.COM) IS PRESIDENT 
AND CEO OF ICBA SECURITIES, ICBA’S INSTITUTIONAL, FIXED-
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In the second quarter, especially after the Fed’s June meeting, the bond market gave  
back a large portion of the 2021 yield improvement.
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Chairman Jay Powell, put the bond market more at ease regarding 
incipient inflation fears. The flatter curve means that longer-term 
investors aren’t rewarded as much for their additional price risk. 
That is relevant to community banks in 2021, since bond portfolios 
are as long as they’ve ever been, using duration as an indicator. 

WHERE TO GO FROM HERE
What’s the next move for the shape of the yield curve? I’m not 
going to hazard a guess, but I will point out several tidbits of 
interest. For one, the current slope of about 120 basis points is 
almost exactly the past 10 years’ average. For another, the recent 
yield rise for the two-year Treasury note also restored its 10-year 
average spread over Fed Funds. 

And finally, the Fed’s June dot plot may have shown that more 
members are projecting the first hike earlier than in the recent past, 
but the consensus is still in 2023, which is a long way from here. 
Stay tuned for more reporting on our mountain of debt, as depicted 
by the thrilling slopes of the U.S. Treasury yield curve. 

BALANCE SHEET ACADEMY 
ICBA Securities and its exclusively endorsed broker Vining 
Sparks announce the 2021 Balance Sheet Academy. It will be 
presented in a live session on Oct. 18-19 in Memphis, TN. 
This intermediate-level course will discuss a variety of topics, 
including interest rate products and portfolio modeling. Space 
is limited. Visit viningsparks.com to register. Up to 12 hours of 
CPE credit are offered. 
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PENNSYLVANIA COMMUNITY BANKING: 
INSPIRING HOPE IN THE KEYSTONE STATE
By Diane M. Sweeney

Community bankers work hard 
every day to help their local 
entrepreneurs and community 
leaders build vibrant 

communities where families want to live, 
work, and play.

On July 19 PACB honored Pennsylvania 
bankers at the INSPIRE Awards celebration. 
Previously known as the Regional Meeting 
and held in April, during Community 
Banking Month, this year’s event was 
reimagined and postponed until July due to 
COVID restrictions. 

The long-awaited recognition was held at 
the Hershey Lodge in Hershey, PA. At the 
evening gala, bankers were acknowledged 
for the endless hours spent these last 
18 months to save the dreams of their 
customers. Whether that dream was 
homeownership, entrepreneurship, or 
continuing to keep their small business — 
in business, these bankers went above and 
beyond to be there for their communities.

The INSPIRE Awards, formerly the Impact 
Awards, were designed to recognize the 
incredible and varied ways that community 

banks breathe life into the neighborhoods 
they serve. Award winners were determined 
to be those organizations that INSPIRE 
others in the community to undertake 
a leadership role in making their local 
communities a better place

In her opening remarks, Lori Cestra, PACB 
Chair, EVP/COO, Enterprise Bank, shared, 
“Whether supporting your community with 
lending-critical PPP funds or innovating to 
meet the needs of your customers and clients, 
the work done by each one of you in this room 
can be summed in one word. Inspiring!”
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2021 INSPIRE Awards were presented for 
four distinct categories: 

• Participation in the Paycheck 
Protection Program (PPP)

• Community Support and Engagement
• Game-Changer, for instituting new 

technology to better serve customers 
and stakeholders 

• “Lenders of Excellence” for those 
banks that delivered a high level 
of involvement in managing PPP 
loans down to the level of Main 
Street businesses. 

The event also paid recognition to Lenders 
of Excellence – member banks who stood 
steadfast in their efforts to maximize 
delivery of Paycheck Protection Program 
funds during the pandemic, providing 
needed monies from the federal government 
down to businesses on Main Street. 
Honored for their work and dedication 
were the following community banks in 
processing and delivering the largest number 
and greatest amounts of PPP funds:

• Tioga-Franklin Savings Bank of 
Philadelphia, PA

INSPIRE AWARD RECIPIENTS

Participation in the Paycheck Protection Program (PPP)
Mid Penn Bank of Millersburg, PA

Jonestown Bank & Trust Company of Jonestown, PA
Woodlands Bank of Williamsport, PA
The Neffs National Bank of Neffs, PA

Community Support and Engagement
Ambler Savings Bank of Ambler, PA

First Federal Savings and Loan Association of  
Greene County of Waynesburg, PA

First Columbia Bank and Trust Company of Bloomsburg, PA
Brentwood Bank of Bethel Park, PA

LINKBANK of Camp Hill, PA 

Game Changer
Bank of Bird-In-Hand, of Bird In Hand, PA 

An independent panel of judges was used to ensure legitimacy in the results. Anne 
Gingrich, Executive Director at PANO; Brian Bender, Principal & Nonprofit Practice 
Group Chair at S.R. Snodgrass and Greg Gross, Communications Coordinator for the 

PA House of Representatives were the individuals who reviewed the applications. 

PACB collected the applications and sent them to each of the judges. Their scores and 
comments determined the slate of winners. 

• MCS Bank of Lewistown, PA
• Enterprise Bank of Allison Park, PA
• Hyperion Bank of Philadelphia, PA
• Mid Penn Bank of Millersburg, PA
• Dollar Bank of Pittsburgh, PA

 
PACB congratulates all of the award 
recipients and applicants for the Inspire 
awards. We appreciate how hard you work 
to help your communities thrive. 

BE INSPIRED TO LEARN MORE!
At PACB, the mission is to preserve, promote 
and protect the community banking 
industry and the men and women who 
work to make the financial dreams of their 
communities and neighbors become realities. 

To support this purpose, PACB offers 
ongoing educational opportunities to help 
bankers grow and progress in their careers. 
This allows them to do the kinds of high-level 
performance and response work for which 
these award recipients were recognized. 

From the Knowledge Hour series 
and Community Banking Webinars 

to NextGen “U” and SBS Institute 
Certification, there are opportunities for all 
levels of banking employees.

To help your career continue to move 
forward, you are encouraged to attend the 
144th Annual Convention in Scottsdale, AZ, 
September 16-18. In addition to the many 
networking opportunities the convention 
affords, there will be several higher-profile 
education sessions available to attendees. 
Be a part of the shared vision of success and 
growth by participating in an exchange of 
ideas presented on your behalf as part of the 
many extensive educational sessions.

Breakout sessions focus on current topics 
important in today’s culture. Included for 
2021 are:

Update on Financial Services  
and Marijuana 
Carter D. Frantz, Partner, Bybel  
Rutledge LLP
Lemoyne, PA  17043
This session will provide an update for 
bank management and directors regarding 
the ongoing challenge of banking the 
marijuana industry nationally and in 
Pennsylvania. The status of marijuana 
legalization nationally will be discussed, 
along with the general legal challenges to 
banking the marijuana industry. 

The Sales Catalyst
Karl Keller, President, Quest Analytics
Pittsburgh, PA  15241
Your sales force is growing younger. Your 
experienced lenders are retiring. Customers 
want their loan money fast of they will go 
elsewhere. How can community banks do 
more than keep up, but instead grow market 
share with quality business that will last?

How Commerce is Being Redefined:  
Keeping Pace with Evolving Consumer 
Expectations
Matt Herren, Director of Payment Services, 
Computer Services Inc. (CSI)
Paducah, KY  42001
Today’s customer expects more. More 
options, more security, and a better overall 
experience. It is not enough to just offer 
innovative products and services – it is 
critical to explain to consumer how these 
changes will benefit them. Some even 
questions the need for overall relevance of 
banks in the 21st Century. In this session, 

CONTINUED ON PAGE 20
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we will discuss the transition to a more secure payment card 
ecosystem and how emerging financial technology will fit in to our 
collective future.

Upside Down Thinking on Efficiency – Changing Priorities  
to Drive Results
Dr. Sean Payant, Haberfeld
Lincoln, NE  68508
Financial institution executives spend considerable time thinking 
about strategies to improve efficiency in order to improve overall 
profitability. Often, this includes a focus on expense reductions. 
Once a financial institution can no longer materially improve its 
efficiency ratio by further reducing costs, what’s next? 

Pay Now or Pay a Lot More for it Later:  Wage and Hour  
Issues in the Workplace
John R. Martin, Esquire and Lindsey E. Snavely, Esquire
Pillar + Aught
Harrisburg, PA  17111
Wage and hour issues can cost employers millions. This is not 
surprising, as rules and regulations are confusing to understand 
and implement, and large backpay awards and attorneys’ fees 
make this an attractive arena for employees and their counsel to 
“compete” for seven-figure paydays. This presentation will provide 
an overview of the wage and hour laws, discuss the common 
pitfalls that can cause banks to suffer financial and reputational 
pains, and discuss strategies to best avoid those risks. 

Strategic Governance Planning - What Community Banks 
Should Know
Stephen Donahoe, Partner, Kilpatrick Townsend & Stockton
Washington, DC
Corporate governance best practices have become increasingly 
important tools for community banks seeking to formulate and 
successfully implement their strategic plan. This presentation 
will discuss the significant ways that governance impacts and is 
interconnected with strategic planning. 

Preparing Now for the Next Iteration of Competition for Deposits
Neil Stanley, CEO/Founder, CorePoint
Omaha, NE  
This session will cover:

• The fundamental differences between the current financial 
environment and past financial crises and recessions

• Identifying the many current economic dynamics, we are 
observing now that could impact bank deposit volumes

• Why term deposits are the preferred invitational product 
banks offer when they need to grow

• What strategic bankers are doing right now to secure their 
properly-priced deposit funds

• The technology for new term deposits to have the look and 
feel of mutual funds when competition begins again

Drive Branch Profitability Through Performance
James Caliendo, President & CEO, PW Campbell
Pittsburgh, PA 
Cutting expenses is a popular way to increase profits for a retail 
branch, but it’s not the only way. This session will show you how to 
improve decision-making centered around your branch network to 
drive performance as a way to increase profitability.  

Utilizing the SBA 7(a) Loan Guaranty Program and the 
Outsourcing Solution
Michael D. Ryan, President & CEO, Innovative Financial Solutions
Drexel Hill, PA  
This session will provide community banks with information 
regarding their role in small business lending and how to capture more 
of that market through Government Guaranteed Loan Programs.

Ethics for the “C” Suite
Dean H. Dusinberre, Shareholder, Stevens & Lee
Harrisburg, PA  
Performance is the currency of the C-Suite, but a performance 
driven culture can encourage unethical measures in order to achieve 
performance goals. In this session we will consider the unique risks 
posed by the C Suite setting, situational and social influences that 
undermine ethical decision-making, and best practice and ethical 
principles that can provide cultural defenses to these risks and influences.

These educational programs will stimulate your thinking while 
challenging you to evaluate new community banking strategies. 
For more details on these sessions please visit:  
https://www.pacb.org/uploads/1/3/0/6/130641935/pacb_2021_
convention_registration_booklet.pdf

Be INSPIRED to be INSPIRING in your community … Connect 
with one of PACB’s education programs online or at the convention 
to continue to bring hope and the fulfillment of dreams to the 
businesses and communities you serve. 
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PACB HONORS STATE SECRETARY OF BANKING & SECURITIES 
RICHARD VAGUE, AT RECENT INSPIRE AWARDS GALA

(FROM LEFT) PACB PRESIDENT & CEO KEVIN SHIVERS AND LORI CESTRA, PACB CHAIR AND EVP/COO OF 
ENTERPRISE BANK OF ALLISON PARK, GREET PA SECRETARY OF BANKING AND SECURITIES RICHARD VAGUE AND 

HIS WIFE, AS THEY ARRIVE AT THE INSPIRE AWARDS GALA ON JULY 19 AT HERSHEY LODGE & CONVENTION CENTER 

PA SECRETARY OF BANKING & SECURITIES RICHARD VAGUE, 
RIGHT, RECEIVES THE PACB BANKER OF THE YEAR AWARD 

FROM PACB PRESIDENT & CEO KEVIN SHIVERS 

The Pennsylvania Association of Community Bankers 
(PACB) honored PA Secretary of Banking & Securities 
Richard Vague with its Banker of the Year Award, 
during the INSPIRE AWARDS gala hosted at the 

Hershey Lodge and Convention Center on July 19. 
 
Secretary Vague was recognized for his invaluable assistance to 
bankers throughout the Commonwealth, dating back to the early 
days of the pandemic. 
 
PACB President & CEO Kevin L. Shivers, noted, “When PACB 
reached out to the department for assistance during the hours 
preceding the general business shutdown orders, Secretary Vague 
responded without hesitation. His interventions on behalf of 
financial consumers and the institutions who serve them, helped 
to ensure banks remained open and restored confidence that 

consumers and businesses had access to their funds and the 
banking system.”  

Said Shivers, “Many bankers across Pennsylvania expressed 
to PACB their appreciation for Secretary Vague and the state 
Department of Banking and Securities for the fair, consistent 
application of the laws and regulations across the industry.” 
 
Shivers said, “Secretary Vague and his team worked closely with 
bankers and the professional staff of the various industry trade 
associations on critical legislation to protect the state banking fund 
and to ensure the long-term solvency of the Fund. Bankers appreciate 
and understand the work and support of Secretary Vague.”  
 
The gala awards and recognition dinner was sponsored by PACB 
Services, Inc., PW Campbell, SHAZAM and FHLB Pittsburgh.  
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NEFFS NATIONAL BANK OF NEFFS, PA. WAS RECOGNIZED AS AN AWARD 
FINALIST IN THE CATEGORY OF PARTICIPATION IN THE PAYCHECK PROTECTION 

PROGRAM (PPP)

MID PENN BANK, MILLERSBURG, PA. WAS RECOGNIZED AS THE FIRST-PLACE WINNER IN THE CATEGORY 
OF PARTICIPATION IN THE PAYCHECK PROTECTION PROGRAM (PPP), AT PACB’S INSPIRE AWARDS 

GALA RECOGNITION DINNER JULY 19. THEY WERE RECOGNIZED FOR THEIR WORK AND DEDICATION IN 
PROCESSING AND DELIVERING THE LARGEST NUMBER AND GREATEST AMOUNTS OF PPP FUNDS IN THE 

ASSET CLASS OF $400 MILLION AND UP.

HONORED FOR THEIR WORK AND DEDICATION IN PROCESSING AND 
DELIVERING THE LARGEST NUMBER AND GREATEST AMOUNTS 

OF PPP FUNDS IN THEIR ASSET CLASS OF $175 MILLION TO $400 
MILLION, WAS  ENTERPRISE BANK OF ALLISON PARK, PA.

BRENTWOOD BANK OF BETHEL PARK, PA., WAS HONORED AS AN AWARD FINALIST IN THE CATEGORY OF COMMUNITY SUPPORT AND ENGAGEMENT
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AMBLER SAVINGS BANK OF AMBLER, PA. WAS HONORED AS THE FIRST PLACE 
AWARD WINNER IN THE CATEGORY OF COMMUNITY SUPPORT AND ENGAGEMENT

FIRST FEDERAL SAVINGS & LOAN OF GREENE COUNTY, WAYNESBURG, PA., WAS 
HONORED AS AN AWARD FINALIST IN THE CATEGORY OF COMMUNITY SUPPORT  

AND ENGAGEMENT

FIRST COLUMBIA BANK AND TRUST COMPANY, BLOOMSBURG, 
PA., WAS HONORED AS AN AWARD FINALIST IN THE CATEGORY 

OF COMMUNITY SUPPORT AND ENGAGEMENT
LINKBANK OF CAMP HILL, PA WAS HONORED AS AN AWARD FINALIST IN THE CATEGORY OF COMMUNITY 

SUPPORT AND ENGAGEMENT

HONORED FOR THEIR WORK AND DEDICATION IN PROCESSING AND DELIVERING 
THE LARGEST NUMBER AND GREATEST AMOUNTS OF PPP FUNDS IN THEIR ASSET 

CLASS OF ZERO TO $175 MILLION WAS MCS BANK OF LEWISTOWN, PA.

HONORED FOR THEIR WORK AND DEDICATION IN PROCESSING AND DELIVERING THE LARGEST 
NUMBER AND GREATEST AMOUNTS OF PPP FUNDS IN THE $175 TO $400 MILLION ASSET CLASS, 

WAS HYPERION BANK OF PHILADELPHIA, PA.
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THE ASSOCIATION’S “INSPIRE AWARD” IN THE CATEGORY OF GAME CHANGER WAS PRESENTED TO 
BANK OF BIRD-IN-HAND, OF BIRD IN HAND, PA.

JONESTOWN BANK & TRUST COMPANY OF JONESTOWN, PA. WAS RECOGNIZED AS AN AWARD FINALIST IN THE 
CATEGORY OF PARTICIPATION IN THE PAYCHECK PROTECTION PROGRAM (PPP)

* ALSO HONORED FOR THEIR WORK AND DEDICATION IN PROCESSING AND DELIVERING THE LARGEST NUMBER AND GREATEST AMOUNTS OF PPP FUNDS WAS DOLLAR BANK OF 
PITTSBURGH, PA (ASSET CLASS OF $400 MILLION AND GREATER), AND TIOGA-FRANKLIN SAVINGS BANK OF PHILADELPHIA, PA (ASSET CLASS OF ZERO TO $175 MILLION), WHICH 

WERE UNABLE TO ATTEND THE EVENING’S FESTIVITIES

WOODLANDS BANK, WILLIAMSPORT, PA., WAS RECOGNIZED 
AS AN AWARD FINALIST IN THE CATEGORY OF PARTICIPATION 

IN THE PAYCHECK PROTECTION PROGRAM (PPP)
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The Pennsylvania Association of 
Community Bankers (PACB) 
honored three retired career 
banking professionals, during 

its INSPIRE AWARDS gala recognition 
and dinner hosted at the Hershey Lodge 
and Convention Center on July 19. 
 
These long-term career banking 
professionals, now retired, were honored for 
their inspiring commitments to community 
and the banking industry — with careers 
ranging from 38 to 45 years of service! 

Honored with PACB’s “Lifetime 
Achievement Award” were Judi Goodwin-
Tanner, Bonnie Risser and Linda McMullen. 

Judi Goodwin-Tanner retired as President 
& CEO of First Federal Savings and Loan 
Association of Greene County in April, 
2020 after 38 years of service. 

Her career in banking began in her infancy, 
when her grandfather opened a savings 
account for her when she was only a few 
weeks old. The bank, First Federal Savings 
and Loan Association of Greene County, 

was the same place where Judi began her 
career several decades later, eventually 
ascending to President and CEO in 2012. 

Born and raised in Greene County, Judi 
attended the West Greene School District, 
and graduated from West Virginia 
University with an accounting degree. 
Shortly after college graduation, she applied 
for a position at First Federal’s Waynesburg 
main office. She worked as a secretary in 
the mortgage department, became the 
education loan coordinator, and began 
working in bookkeeping and internal audit. 

In the early 1990s, Judi was appointed a 
corporate officer. She worked in accounting 
and became Chief Financial Officer, and was 
named President/CEO and a Director in 2012. 

Although her full-time employment with 
First Federal has concluded, she continues 
to serve on its Board of Trustees. 
 
Bonnie Risser retired in March 2021 as 
branch manager, serving Altoona First 
Savings Bank during her 45-year career. 
Bonnie first joined Altoona First Savings 

Bank (formerly Altoona Federal Savings 
and Loan Association) on March 1, 1976 
and was part of a new branch expansion in 
Martinsburg, Pa.

Bonnie’s career with Altoona First Savings 
Bank began with the role of teller. Bonnie 
was promoted to Assistant Branch Manager 
in 1983 and became Branch Manager on 
June 1, 1989. 

Linda McMullen was the third 
individual honored with PACB’s “Lifetime 
Achievement Award.” Linda retired in 
March 2021 from LINKBANK after a 
career with several banks. 

Over the course of her decades-long career, 
Linda had been with at least two banks as 
start-ups, established all documentation 
and letter of credit policies and procedures 
from the ground up, and assisted in building 
compliance programs at multiple banks.   

The gala awards and recognition dinner 
was sponsored by PACB Services, Inc., 
PWCampbell,  SHAZAM and FHLBank 
Pittsburgh. 

RETIRED CAREER BANKERS HONORED WITH LIFETIME 
ACHIEVEMENT AWARD DURING INSPIRE AWARDS GALA

HONORED WITH PACB’S “LIFETIME ACHIEVEMENT 
AWARD” WAS JUDI GOODWIN-TANNER, WHO RETIRED 

AS PRESIDENT & CEO OF FIRST FEDERAL SAVINGS AND 
LOAN ASSOCIATION OF GREENE COUNTY IN APRIL 2020, 

AFTER 38 YEARS OF SERVICE 

HONORED WITH PACB’S “LIFETIME ACHIEVEMENT 
AWARD,” BONNIE RISSER RETIRED IN MARCH 2021                           
AS BRANCH MANAGER, SERVING ALTOONA FIRST 

SAVINGS BANK DURING A 45-YEAR CAREER 

LINDA MCMULLEN RETIRED IN MARCH, 2021 AND WAS 
HONORED WITH PACB’S “LIFETIME ACHIEVEMENT 

AWARD” RECOGNIZING HER DECADES-LONG CAREER, 
WITH AT LEAST TWO BANK START-UPS AND WITH 

OTHER MULTIPLE BANKS 



HOMETOWN BANKER | HOMETOWNBANKER.ORG | 27 

By Linda McMullen

NOTE TO MY YOUNGER SELF

Dear Linda:
 
It’s me, your future self, writing to you from the year 2021. You 
are in your first year of banking, and I have just finished 45 years 
in banking (now being retired), so I thought this would be a good 
time to send this to you. I had a wonderful 45-year career and 
wanted to share with you some things I’ve learned, what I wish I 
knew when I started in banking, how banking has changed in 45 
years and some advice which you may find helpful as you start your 
banking career.
 
What I learned: (a) never feel or think any job or task is beneath 
you, regardless of what role or position you are in; (b) take 
ownership of whatever job or task is assigned to you; apply yourself 
to the fullest; (c) don’t be afraid to admit it if you either make a 
mistake or don’t understand something (I’ve never met anyone in 
any position that hasn’t make a mistake or that hadn’t understood 
something presented to them). 
 
When you find the job you truly love and fits you, embrace it. 
Do all you can to enhance your knowledge to become an expert. 
Pass your knowledge on to as many people as you can. If you are 
lucky enough to become a manager, ensure you guide and train 
others so you can build a successful department (the success of 
your department and those in your department will be a direct 
reflection of you). While it is nice to know people will look to you 
for guidance and answers, knowledge alone is not enough. You 
want to have the respect of others. Respect is not given with titles 
or positions. Respect is something that you must earn, so at all 
times, show respect to others (regardless of their position), always 
be honest and work with a high level of integrity. 

When I started my banking career, being a ‘back office’ employee, 
I thought it was just the lenders (customer-facing employees) and 
the upper level of bank personnel that contributed to the success 
of the bank. What I learned over the years is that it takes every 
person and department within the bank working together to 
fulfill a customer’s needs and ensure the bank’s success. Knowing 
this will give you an appreciation of the importance of not only 
your job but an appreciation of every other job and department 
within the bank. 
 
You’re probably wondering how banking will change from the 
time you are starting your career to the present day. Needless 
to say, most changes have been in technology and the rules and 
regulations that govern the banking industry. If I went into 
all the changes in the last 45 years, this letter would be pages 
and pages long! Changes in technology allowed us to offer 
more products and increase the speed of our processes. But 
regardless of the technological and regulatory changes, the one 
fundamental goal of banking remains the same from 45 years 
ago – and that is to provide high-quality service to meet the 
needs of our customers, which will improve the quality of their 
lives and their businesses. 

You will be fortunate to work with so many wonderful people 
over your career, many who will provide you with opportunities to 
grow. Don’t be afraid to take on roles that are out of your comfort 
zone. Embrace all new opportunities that are presented to you. 
Enjoy your banking career! 

Sincerely,
Your future self!  

LIFETIME ACHIEVEMENT AWARD RECIPIENT 
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THE LOYALTY FACTOR:  
TRANSLATING RELATIONSHIPS INTO  
NON-INTEREST INCOME
By Achim Griesel and Sean Payant, Haberfeld

2020 has challenged our industry in ways previously unknown. 
We began the year expecting our biggest challenge would be 
continued growth of deposits at reasonable rates. Today, we face 
three challenges: a prolonged low-rate environment with continued 
margin compression, the challenge of keeping branches open and 
serving our communities, and an increasing number of customer 
transactions moving to the digital arena.

Much has been written lately regarding the validity of the 
branch in the current environment. Has community banking 
been changed forever based on consumers’ digital behaviors? 
Possibly. Is some of this for the best? Definitely. Does the 
branch still have value? Absolutely! Community banking 
is about community support. It is about being present and 
accessible. Unless your strategic plan is to shutter your 
branches and vacate your communities, we encourage you to 
keep reading.

Margin compression is real. So, what can you do? You can offset a 
portion of it by shifting your deposit mix toward low- or non-interest-
bearing deposits. Low-rate deposit relationships should always be the 
foundation of any strategy looking forward, and community bank 
data shows your branches are the key to shifting your deposit mix.

While new core relationships are strategic in managing and 
maintaining your margins, they are also a key driver of additional 
non-interest-income (NII), a critical component in the shorter 
term. Financial institutions must increase their NII to offset some 
of the interest income/margin side challenges. To accomplish 
growing those new relationships, you must do three things.
1. Bring more new customer relationships into your organization.
2. Serve all your customers better than any other financial 

institution has previously.
3. Make them loyal customers by increasing relational intensity 

over time.
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CREATING LOYALTY
Your organization must position itself 
to capture new customers when they are 
ready to switch; this creates customer 
loyalty. The data shows up to 12% of 
current retail and business customers 
are consistently changing financial 
institutions. A recent study published 
by The Financial Brand indicated this 
number could be as high as 22% post-
COVID, driven primarily by the failures 
of the big banks to adequately serve 
customers during the pandemic. 

So how do you position your organization 
for growth?
1. Checking Product: You need to get your 

checking product right. A confusing 
product does not create value or in 
turn, develop customer loyalty.  

2. Processes: You must remove barriers. Your 
account-opening policies and customer 
identification program (CIP) practices 
often inhibit growth rather than 
encourage it. Read them for yourself.

3. Promotion: Community financial 
institutions have an audience 
that needs to be maximized and 
optimized within a defined footprint. 
If your bank is not using targeted, 
data-driven print and digital 
marketing to grow PFI customers, 
you are missing too many growth 
opportunities.

4. People: Equip your team members with 
the skills and the product knowledge 
to develop authentic relationships with 
customers – customer loyalty is created 
through customer connections.

THE BOTTOM LINE
1. To create loyalty, get the new 

customer first.
2. The checking account is the key to the 

PFI relationship.
3. Once you have the customers, 

products, processes, promotion and 
people move up the loyalty ladder.

4. The longer customers stay, the more 
they will contribute.

5. You can do much to accelerate that 
growth.

6. Customers are not all the same. You 
must understand their lifecycle journey 
with your bank.

As with any strategy, there is no silver bullet; 
but rather, your bank should be looking for 
a long-term loyalty payoff. 

THE LOYALTY FACTOR

Bringing in more relationships should be data-driven, and the data shows the checking 
account and the branches are key. Data from over 100 community-based financial 
institutions and over 2.5 million households/businesses illustrate this point. 

The vast majority, or 72%, of consumer and business relationships at community financial 
institutions begin with a checking account. In other words, the checking account provides the 
best opportunity to create customer loyalty; it is the gateway to primary financial institution 
status (PFI), allowing your bank first right of refusal on other products and services 68% of 
the time. In addition, customers who have checking accounts with your bank outpace other 
customers regarding products and services, generating additional NII.

Even during the pandemic, and with limited access to community-based financial 
institution branch networks, client data shows over 90% of new PFI relationships have 
come through branch channels (in-person, appointments, drive-thru, telephone). The value 
of your branches cannot be ignored.

The more customer loyalty you build, the more interest income and NII they generate. 
Consumer and business customers have almost six products and services with their 
primary financial institution – the math works. Most importantly, the more loyal 
customers you have, the better your bank will perform, now and in the future. 

Segmenting data from several million customers based on their tenure with the community 
financial institution shows that loyal customers, over their lifetime, generate dramatically 
more NII.

In addition, annual NII contribution peaks once customers have been with their PFI for a few 
years. Further analysis of the data explains why the checking account revenue stream does not 
continue to grow. Customer age demographics drive it. In general, more mature customers tend 
to stimulate more checking deposits than checking NII.

Years household has 
been with institution

Annual NII per 
household

Lifetime NII per 
household

<1 year $166 $81
1-3 years $206 $480
3-7 years $233 $1,362
7+ years $218 $4,241
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The pandemic has brought a lot of change to financial 
institutions, including how to engage with your 
borrowers, serve their needs, and drive additional 
revenue into your bank. For many, this includes 

looking at partnering with alternative lenders.

With the right lending partner, community banks can strengthen 
and diversify their loan portfolio through new income opportunities. 
A strategic partnership can provide you with access to quality loans 
that align with your business goals and enable you to work toward 
your growth plans – without additional time or cost.

These five questions can help you quickly uncover a potential 
partner’s credibility and commitment so you can focus on 
increasing your revenue while mitigating your risk:

1. WHAT IS YOUR TRACK RECORD OF SUCCESS?
Gauge how the lender has endured market changes. The economy 
is still recovering and this won’t be the last downturn – seek to 
understand how they navigate uncertainty. You want a resilient 
partner that can originate quality loans for your portfolio at any 
time, has a track record of success and can adjust its business model 
to meet your needs.

2. HOW DO YOU MAKE LENDING DECISIONS?
Quantitative analytics and historical borrower data are key, as they 
uncover variables that predict risk. Utilizing data is commonplace 
today, but a partner that dives deep into the analytics can make 
better predictions when originating loans, resulting in a stronger 
return on the portfolio you purchase.

3. HOW DO YOU ATTRACT BORROWERS?
You want access to expertise and experience. The best way to attract 
the highest quality borrowers is through selective targeting and 
investing in marketing. Partners that execute innovative, highly 
targeted campaigns across every marketing channel, and are precise 
in who they lend to, offer a unique advantage in the marketplace. 
This ultimately creates a better loan offering for your bank.

UNCOVERING FEE-INCOME AND YIELD 
OPPORTUNITIES IN A CHALLENGING MARKET
By Kathleen Connellan, BHG representative

4. HOW DOES YOUR UNDERWRITING PROCESS CREATE 
EFFICIENCIES FOR OUR BANK?

Evaluating credit files is time-consuming. Your partner should offer 
a simplified underwriting process with consistent loan packages, 
so you can quickly and easily analyze files to make informed 
purchasing decisions. 

5. WHAT IS YOUR COMMITMENT TO SERVICE?
Borrowers seek out their local community bank because of the 
personalized level of service you provide. Your partner should 
also place a high value on service to ensure a positive borrower 
experience every step of the way.

The pandemic has been challenging for community banks across 
the country, but it has also posed a new opportunity for banks 
to partner with alternative lenders to drive fee income and new 
revenue streams into their business. Adding high-performing assets 
and maximizing yields can help boost profitability for those who 
are willing to seek out new partners this year. 

KATHLEEN CONNELLAN, BHG REPRESENTATIVE
P: 315-415-0300, E: KCONNELLAN@BHG-INC.COM
BHGLOANHUB.COM/KATHLEEN 

BHG IS AN ASSOCIATE MEMBER OF THE PACB.

With the right lending partner, community banks 
can strengthen and diversify their loan portfolio 

through new income opportunities.
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THE TIMES, THEY ARE A CHANGIN’
By Harry Levy and Stan Tinter, Shumaker Williams

For years, the Federal Government has maintained the 
status quo of outlawing marijuana and any cannabis-
related businesses. In recent years, however, States have 
legalized medical cannabis, decriminalized the possession 

of cannabis and some states, like Colorado and California, have 
legalized the recreational use of cannabis. Despite States becoming 
more and more open to legalization, cannabis-related legitimate 
business or service providers (“CLBs”), these entities still confront 
serious barriers to success because of the federal prohibitions. 
Perhaps the most significant barrier to success is the inability for 
banks to do business with CLBs for fear that the banks would 
violate federal laws or even lose FDIC and NCUA insurance. 
Consequently, CLBs have been forced to operate largely on a cash 
basis, which leaves banks without the opportunity to participate in 
the growing industry. States like Nevada, Colorado, and California 
have proposed “closed-loop systems,” which involve a person 
transferring money into a system, like a gift card, for example, and 
spending money with participating entities. These 
systems would leave banks outside looking in, so 
the need for change is immediate. 

On April 19, 2021, the U.S. 
House of Representatives 

passed the Secure and 
Fair Enforcement 

Banking Act of 

2021 (the “SAFE Act”) with bipartisan support. The SAFE Act 
permits banks to work with CLBs by providing proceeds from 
such transactions are not considered proceeds from an unlawful 
transaction. Therefore, these transactions do not constitute 
money laundering and are not subject to forfeiture. In addition, 
the SAFE Act permits insurance companies to provide insurance 
for marijuana businesses and their service providers. Moreover, 
the bill prohibits “federal banking regulators” from, among 
other things, prohibiting a bank from working with CLBs and 
taking adverse action against a bank solely for providing services 
to a CLB. Additionally, the SAFE Act protects businesses that 
perform a financial service for or in association with a bank 
that works with CLBs. Such supporting entities could facilitate 
payments and act as a money transmitter that uses a bank to 
facilitate a payment for a CLB or service provider. Insurance 
companies would also be authorized to insure CLBs and their 
service providers.

A law similar to the SAFE Act will likely be introduced in 
Pennsylvania’s General Assembly to protect Commonwealth-
charted banks. A Commonwealth law will face the same challenges 
the current SAFE Act faces to become law. The U.S. Senate 
filibuster rules will test the strength of the bipartisan support of the 
SAFE Act, but there are signs that former staunch opposers to the 
legalization of marijuana on a federal level may change their tune. 

In his June 28, 2021, opinion denying 
certiorari in Standing Akimbo, LLC, 
et al. v. United States, conservative 

U.S. Justice Clarence Thomas wrote, 
“[i]f the Government is now content to 

allow States to act as laboratories and try 
novel social and economic experiments, then 

it might no longer have authority to intrude 
on the States’ core police powers . . . to define 

criminal law and to protect the health, safety, and 
welfare of their citizens. A prohibition on intrastate 

use or cultivation of marijuana 
may no longer be necessary or 

proper to support the Federal 
Government’s piecemeal approach.” 

The passing of the SAFE Act would 
be a less dramatic step in the direction 

of total legalization that would aid CLBs and 
banks alike. 

SHUMAKER WILLIAMS  IS AN ASSOCIATE MEMBER OF THE PACB AND SERVES AS THE 
ASSOCIATION'S LEGAL COUNSEL.
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Financial Institutions (FIs) have found that their clients are 
requesting the ability to communicate via text messaging. 
In doing so, FIs have also found it to be very efficient and 
effective, in turn, providing a better client experience, 

streamlining operations and enhancing the bottom line. How is 
texting different? 

• 95% of texts are opened within 90 seconds and responded 
to in 3 minutes of being received

• Texting can increase customer engagement by 800%+
• 90% of customers prefer text messaging over phone calls

When deploying texting, FIs should be aware of the best practices, 
regulations and how to best use the technology for each particular 
use case, whether it be marketing, lending, collections, client 
services, etc.

Financial Institutions, which operate under the most stringent 
regulations in the world, need to be aware of how to use texting 
safely, securely and efficiently. Here are the top three tips to be 
aware of when implementing an enterprise text messaging solution.

1. SMS/MMS IS UNENCRYPTED.
Texts are sent using a technology called SMS (Short Message 
Service) and picture Texts are sent using a technology called MMS 
(Multimedia Media Service). As consumers, we often text pictures to 

each other without thinking twice about the security of the text and/
or picture. However, many are not aware that both SMS and MMS 
are unencrypted as noted in an article by Apple which explains this 
further (https://support.apple.com.en-us/ht2070060).

While it is a great idea to have banking clients send pictures of 
documents with important information (driver’s license, paystub, 
proof of residence, W4, etc.) to help streamline operations like 
Account Opening, Lending, Hiring, etc., the FI needs to ensure 
the transmission of the data is secure.

Since text messages travel over unsecured channels and are 
inherently not secure, these documents and Personally Identifiable 
Information (PII) should absolutely be restricted from being sent 
to the bank via MMS by the consumer reducing the risk for both 
the client and the bank. The only way to securely acquire such 
documents via text is to ensure the texting platform can transfer 
the PII in a secure and encrypted manner within the texting 
workflow. Just as mobile deposit capture allows for check images to 
be securely delivered in collaboration with an FI’s native banking 
app, the Eltropy platform enables PII to be delivered with the same 
level of security and encryption in collaboration with texting.

2. TEXT MESSAGING IS REGULATED, UNLIKE EMAIL 
Since texting is regulated by the FCC and operates under the 
TCPA (Telephone Consumer Protection Act), FIs need to know 

TRANSFORM YOUR 
BANKING OPERATIONS 
WITH TEXTING –  
TOP 3 TIPS
By Mark Miyamoto, Eltropy
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what type of texts (informational or promotional) can be sent and 
to whom. The regulations prohibit contact with consumers unless 
the company has the proper “consent” to contact the consumer.

Implicit consent allows an entity to send “informational” 
texts, while “express written consent” allows for the delivery 
of “promotional” texts. There are various ways to acquire such 
consent, whether digitally or manually. Also important is the 
ongoing management of the consent throughout the bank’s 
different departments. Situations may arise where multiple 
departments may be sending texts to clients; however, if the client 
opts out of receiving texts from one department, the other parts of 
the organization should be aware of the opt-out type (departmental 
or organizational) so it can proceed accordingly.

Email on the other hand is not regulated, which is why many 
emails go unanswered or even unnoticed. As consumers, we have 
accepted the fact that our email boxes will have an abundance of 
spam and therefore, we pay less attention to our personal email 
inboxes compared to our text inboxes.

The combination of regulated text boxes with the simplicity of 
texting makes texting a more responsive and trusted channel of 
communications, in turn, making client interactions easier and 
more efficient.

3. MOST POPULAR USE-CASES
A texting platform built for FIs can facilitate happier clients, more 
efficient interactions (reduced OPEX, less phone tag), and a better 
bottom line (ie-accelerated interest income).

Applications – Lending / Account Opening – One-to-one 
texting conversations eliminate the dreaded game of phone tag 
while enabling productive and efficient communication with the 
applicant. When combining efficient text conversations with the 
ability to securely transfer images of documents (driver’s license, 
paystub, etc.) Eltropy clients have accelerated the loan and account 
opening process by 20%+. 

Collections – Actual phone engagement for collections is 
extremely low because the situation is personal, undesirable and/
or the person may be busy during the time of the collections 
call (typically during work hours). Texting is appreciatively less 
personal, asynchronous and has a “paper trail” for ease of reference. 

Eltropy clients have seen 40x more engagement with texting as it is 
the perfect tool for the collections use-case.

Marketing – Most people care about their finances and want to 
be kept current on the bank’s special offers. Delivering marketing 
messages via text is very efficient since people open texts fast and 
pay more attention to them. Therefore, once people register to 
receive marketing texts, the FI needs to be tactful in how and when 
texts are delivered for maximum effectiveness.

Contact Center – The asynchronous characteristic of texting 
can be leveraged in the contact center during one-to-one texting 
conversations. Customer Service Representatives (CSRs) can 
effectively have between five to 10 simultaneous discussions at the 
same time vs. the one conversion that can be had via a phone call. The 
adoption of text conversations will also inherently reduce call volumes.

Emergencies / Alerts / Reminders and more – Since texts are 
attended to immediately, there is no better channel to deliver 
time-sensitive messages for events such as branch closures, 
emergencies, or alerts (i.e., per-payment courtesy reminder or 
delinquency notification).

In summary, a proper enterprise texting platform can be 
utilized by ALL departments and use-cases within an FI for all 
the aforementioned reasons. If we look at how we personally 
communicate with friends and family, we will realize texting is so 
easy and the preferred method of communication. Further, one big 
takeaway that every business learned from COVID-19 is that it 
needs to be able to communicate efficiently and effectively with its 
clients (and prospects).

Text Messaging is a game changer! It is simple, ubiquitous and 
every generation uses it. However, in order to get the most out 
of texting as a financial institution, it is imperative that texting 
is done securely, within the regulations and with etiquette to 
maintain this channel of communication with its clients. 

TO LEARN MORE ABOUT HOW TEXTING CAN IMPACT YOUR FINANCIAL INSTITUTION, 
CONTACT MARK MIYAMOTO AT MARK.MIYAMOTO@ELTROPY.COM.

BUILT SPECIFICALLY FOR FIS, ELTROPY’S TEXTING/DIGITAL COMMUNICATIONS PLATFORM 
IS USED BY OVER 200 FIS NATIONWIDE. 

ELTROPY IS AN ASSOCIATE MEMBER OF THE PACB.

Text Messaging is a game changer! It is simple, ubiquitous and every generation uses it. However, in 

order to get the most out of texting as a financial institution, it is imperative that texting is done securely, 

within the regulations and with etiquette to maintain this channel of communication with its clients. 
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HOW TO MAXIMIZE NEW PPP 
LOAN RELATIONSHIPS
By Samantha Vance, VP of Marketing, Onovative

Over the course of the past year, community banks took the 
spotlight for dedicating countless hours to ensure the survival 
of communities across the nation. You seamlessly adjusted 
operations to best serve your communities in safe and healthy 

ways. You maintained and excelled at constant communication with your 
account holders. The Onovative team applauds you and your teams for all 
the tremendous efforts over this tumultuous time. Through news outlets 
and personal stories, the world got a preview of what we have known for 
years serving this industry – community financial institutions are the 
backbone for many towns and neighborhoods across the United States.

SMALL BUSINESS IMPACT 
When mega-banks failed them in their time of need, many small 
businesses recognized the value in the commitment and service from 
community financial institutions. Your teams leaped to secure funding 
for small businesses from the Personal Paycheck Protection (PPP) loan 
program. According to the Federal Reserve, 91% of small businesses 
applied for some type of emergency funding, and almost half of those 
requests were handled by small banks. An overwhelming 40% of loan 
dollars and 32% of loans approved for PPP round two so far were 
generated from community banks.

Not only did you deliver, but you also provided a superior customer 
experience to both your new and existing relationships. A recent Federal 
Reserve report cites that 79% of independent businesses that used 
community banks to process their PPP loan report they were satisfied 
with their overall experience, compared with 67% for large banks and 
just 49% for online lenders. The Federal Reserve also reported that 95% 
of borrowers who went to a large bank for their PPP loan were existing 
customers of the institution, while nearly 20% of small banks’ PPP 
borrowers were not new to their institutions.

The high level of customer service provided by community banks 
during the pandemic led to referrals for PPP loans and new account 
openings. Through all the uncertainty of COVID-19, PPP loans allowed 
community banks to prove to both new and existing small business 
customers that they can be trusted.

SMALL BUSINESS GROWTH
As PPP loan round two availability dwindles, or in many cases is exhausted, 
what’s next? Small business growth is trending optimistically with 41% of 
small-business owners expecting to grow their revenue in 2021 and 37% 
considering expanding products and services. Community banks have a 
timely opportunity to build strong, long-lasting relationships with small 
businesses in the communities you serve. The time is now to position 
yourself as their financial institution for all their business needs beyond PPP.
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ONE LAST THING ...
Did you know that you can enjoy your 
association news anytime, anywhere?

Scan the QR code or visit:
hometown-banker.thenewslinkgroup.org

Check it out!

The new online article build-outs allow you to:
• Stay up to date with the latest  

association news
• Share your favorite articles to  

social channels
• Email articles to friends or colleagues

There is still a flipping book for those of you 
who prefer swiping and a downloadable PDF.

ENGAGE BUSINESS ACCOUNT 
HOLDERS
Community banks have a unique 
opportunity to increase your engagement 
with your PPP loan account holders 
to further expand your relationships. 
Here are six key strategies to boost your 
communication touchpoints:

1. Onboarding – Communicate 
with account holders within three 
days of opening a new account. 
According to J.D. Power research, 
doing so has a significant impact on 
satisfaction. Onboarding your business 
relationships is just as important as any 
new consumer relationship. Any new 
business relationships gained through 
your PPP loan efforts should receive 
the full welcome experience into your 
bank. A simple phone call, email or  
letter can leave a lasting impression. 

2. Personalization – Leverage the 
information attained through the 
PPP loan process. Make offers specific 
to those that were existing account 
holders versus those that are brand 

new account holders. Use language 
specifically tailored to businesses with 
a professional tone rather than re-using 
general account holder language. 

3. Nurture the Relationship – Schedule 
phone calls for relationship bankers to 
follow up and personally connect with 
your PPP loan account holders. 

4. Multi-Channel Integration – Utilize 
email, postcards, letters, surveys, and 
phone calls to stay engaged and top 
of mind with your small business 
account holders. Don’t be afraid to 
“over-communicate” – small businesses 
owners have limited time but want to 
stay in the know and appreciate the 
information. Ensure your messages 
are received by communicating several 
times using multiple mediums. 

5. Business Financial Needs Assessment 
– Take into account the specific needs of 
the business you are engaging: Did they 
receive all the funds requested? More 
loan funds might be needed. Consider 
surveying your PPP relationships for 
what’s needed next.

6. Expand the Relationship – Incentivize 
your business accounts to expand the 
products and services they have with 
your bank. Cross-selling to your current 
business relationships is shown to 
produce positive ROI. With our Core 
iQ software, we have seen customers 
implement our automated cross-sell 
framework that has proven effective 
in expanding relationships. As you 
begin to cross-sell to your new PPP 
loan relationships, promoting business 
checking accounts with a 90-day 
tracking window is recommended to 
allow business accounts time to convert.

To help you get started, we’ve provided a 
letter template for you to use to engage your 
PPP relationships with a cross-sell offer for a 
business checking account. Access this free 
Template by scanning the QR code. 

ONOVATIVE IS AN ASSOCIATE MEMBER OF THE PACB.
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GLENN BOLSTAD IS CEO AND FOUNDER OF VIKAR 
TECHNOLOGIES, INC. VIKAR TECHNOLOGIES COMBINES 
MODERN TECHNOLOGY AND DEEP INDUSTRY EXPERIENCE 
TO HELP BANKS DIGITALLY TRANSFORM THEIR BUSINESS. 
THE LOAN LIFECYCLE MANAGEMENT AND CLIENT LIFECYCLE 
MANAGEMENT SOLUTIONS PROVIDE WORKFLOW AUTOMATION 
AND DATA AGGREGATION WITH OPEN APIS FOR THE FRONT, 
MIDDLE, AND BACK-OFFICE. YOU CAN REACH GLENN AT  
201-988-2273 OR GLENN@VIKARTECH.COM. 

VIKAR TECHNOLOGIES IS AN ASSOCIATE MEMBER OF  
THE PACB.

LEAVING HIGH-TOUCH BEHIND: 
HOW COVID-19 SHIFTED CEO PRIORITIES 
TOWARDS FRONT-END DIGITIZATION

The COVID-19 pandemic and its heralding of virtual 
and digital services have left a profound impact on the 
banking industry. The tide is changing. CEO priorities 
have shifted towards a stronger sense of mass customer 

experience and away from the traditional in-person operations. 
Digital client and loan onboarding have become hallmarks of a 
great customer experience. And digitization opens doors for faster 
growth, allowing banks to virtually expand their access to clients 
without the need for a physical branch. 

PRE-PANDEMIC
Pre-pandemic, we noticed that banks were primarily focused on 
optimizing their operations, cutting costs, and scaling. The goal 
was to automate and facilitate back-end offices while the front-end 
remained essentially unchanged. These banks were prioritizing the 
big deals—the $60 million loans that required high-touch services. 
During the nationwide lockdowns, banks were forced to digitize 
front-end operations as well in order to survive the pandemic. And 
that digitization highlighted crucial benefits. 

Early on, PPP underscored the need for banks to serve commercial 
loan clients remotely, quickly, and methodically. It forced many 
banks to face their fear of digitization. Many banks initially 
ramped up their employee numbers in order to accommodate the 
sudden influx. The traditional systems of numerous touchpoints 
quickly became an obstacle. And banks soon realized that simply 
“working harder” was not sufficient. Their systems needed to work 
smarter. With the aid of automation and digital technologies, 
employees could work more reasonable hours while still catering to 
a larger volume of customers. 

The banks that adopted digital platforms found themselves riding 
the tidal wave of applications instead of drowning under the sudden 
onslaught. During the first phase of PPP alone, the banks that 
embraced modern technology had approved millions of applications 
and distributed hundreds of billions of loan proceeds. Without the 
aid of digital onboarding systems, banks would not have been able to 
handle the volume. Additionally, many of these banks realized that 
their digitization fulfilled their customers’ growing demand for fast, 
convenient, simplified commercial lending. 

POST-PANDEMIC
As pandemic restrictions lessened, our pipeline became saturated 
with requests for digital client and loan onboarding tools. This is 
a clear shift in priorities. Where once CEOs focused primarily on 

back-office operations, the focus is now squarely on mass customer 
experience. Instead of targeting a small number of large loans 
(which are very high-touch), banks are targeting a large number of 
small loans (which require very little face-to-face interaction). And 
digitized operations are much better suited to handling those large 
volumes of applications.

Despite the ongoing (albeit gradual) return to normal, the demand 
for digital tools continues to grow. What was once implied is 
now obvious: the vast majority of smaller clients prefer a more 
streamlined, efficient, digital approach. 

INTO THE FUTURE
Last year’s e-commerce boom highlighted the fact that customers 
are eager for a more digital experience. More specifically, people 
are demanding the same convenience and ease they’ve been 
accustomed to as online consumers. And while digital lending may 
not fully replace person-to-person interaction, it presents banks 
with a massive opportunity.

By digitizing their operations and services, banks can convert 
the torrent of first-time PPP customers into long-term clients. 
Banks can scale operations without having to grow their staff or 
add a branch office. Banks can easily serve a much larger pool of 
customers. And banks’ capabilities are no longer constrained by 
their physical location. 

As government lockdowns and mandates are lifted, the banking 
industry is not returning to normal, but rather stepping into the 
future of commercial lending. And the commercial lending engine 
of the future is digital, with the capability to drive growth and 
integrate itself within an ever-expanding ecosystem of banks, 
fintechs, and tech-savvy customers. 

By Glenn Bolstad, Ceo and Founder of Vikar Technologies



Whatever your next move, we’re here to help.

Gretchen Naso, 
Next Level Advisor

At RKL, we’re focused on helping community banks like yours achieve what’s next. Whether it’s 

navigating compliance requirements, protecting your information systems, guiding you through an 

M&A transaction or meeting your workforce needs, we’re advisors for growth, progress and change. 

However you define “next level,” count on our team of advisors to help you navigate the everyday 

while focusing on the bigger picture to drive you and your organization forward.

Learn more at rklcpa.com

TAX | ASSURANCE | ADVISORY | TECHNOLOGY | WEALTH MANAGEMENT

ADVISORS for

WHAT’S NEXT
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