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The Amazing Story of a 

Small Ohio Bank That's 

Beating the Big Boys… 
 

Discover what it takes to lead and to become  

The Institute for Extraordinary Banking's™  

2016 Extraordinary Bank of the Year.  
 

eet Richwood Bank and its President and CEO, Chad 

Hoffman, as he reveals how he and his team took the 

bank being one of the most revered in Ohio. 
 

Roxanne Emmerich: Why don't you start off by telling me a little bit about who 
Richwood Bank is and what makes you special? 
 

Chad Hoffman: I think what makes us special is we are very innovative with the banking business model 
in offering our clients something more than just the traditional banking services. We’re now offering 
what banks typically don’t offer…We have Richwood Payroll—we are doing payroll now for over 150 
commercial clients. We have Richwood Financial—the wealth management side—and Richwood 
Insurance. We are that one-stop shop, especially for commercial clients. We’re offering things that our 
competition does not offer.  
 
It makes us look like the innovators in the area. We've become 
the innovation experts and actually get invited to speak about 
innovation by bankers all over Ohio. The Emmerich Group was a 
huge part of opening our minds up to what banks could be. 
 
Roxanne Emmerich: Tell me a little bit about what life was like 
before working with The Emmerich Group.  
 
Chad Hoffman: We started working with you in 2006 and were about $170 million in assets. Our return 
on assets was probably about 1. We would have a 4 to 5 percent average growth every year. 
 
Employees were okay, but certainly not engaged. It was a "job" and that's how we viewed it. We were 
not bad performers; we were good performers. We had good growth. But, we just waited for people to 
walk in the door and then we serviced them once they did. 
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“When we originally started cross-
sales, we told employees they had 
to be at least 4. They said, "That's 
too high. We can't do that." Now I 
have people that are into the mid- 
to high-teens that are doing 
cross-sales. Our average is 8.”  
Chad Hoffman, CEO  
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Roxanne Emmerich: Think back 10 years ago before we started working together. Was there anything 
that would've prevented you from working with The Emmerich Group?  
 
Chad Hoffman: We were worried that we’d have to do things that made us uncomfortable. Going out 
and actually asking for business…Selling something other than, "Hey, we have the best rates in 
town,"…those are the things that just intimidated us.  
 
Once we were having success with it, working with The Emmerich Group was easy. It is easy to prove 
afterward that we are just happier number one, and our numbers are improving at the same time—it 
was having a huge impact on our bottom line. 
 
Roxanne Emmerich: Going back 10 years ago when you first came on, what happened that made you 
want to make the big change? 
 
Chad Hoffman: I read your book. In the summer of 2006, I was 
going to be the next CEO and had never read a business book in 
my life. I found this book called Profit-Growth Banking™, from 
some Roxanne Emmerich lady. Who would write a book about 
banking? Thank God that you did. From the very first 
introduction where it talked about extraordinary banks versus 
ordinary banks, you had me. I read the rest of the book and 
was awe struck. I literally called the number on the book, 
thinking maybe you have some other tools, and found that you were a consulting firm of all things. Got 
on the phone with you and you completely sold me on the idea of how banking can work.  
 
I've been used as a reference many times for The Emmerich Group, just simply because I very much 
believe in what you're trying to do in the banking profession. 
 
 
Roxanne Emmerich: I appreciate that. Let's go through some of the changes you've made that have 
created the great results.  
 
Chad Hoffman: We do quarterly measurements of everything that we do. We have incentives built on 
those at the bank, department, and individual levels. We get together to celebrate those that are 
performing well. They get bonuses based on their performance. But, even if they perform well, if they 
are not performing nice, it can actually hurt their incentive pay.  
 
Roxanne Emmerich: I remember you were also concerned about competition.  
 
Chad Hoffman: Yes, the thing that got us past it was, if we are doing things well, it's up to us and, we 
shouldn't be scared of anything.  
 
We're the only ones that are holding us back. If we're doing things correctly, the numbers will take care 
of themselves. We're focusing on doing things for the customers. We're not perfect at this by any 
stretch of the imagination, but we're so far advanced from where we were. 
 
Roxanne Emmerich: Anything else you've put in place that has helped you hit your goals? 

“We are just happier number 
one, and our numbers are 
improving at the same time—it is 
having a huge impact on our 
bottom line.” 
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Chad Hoffman: We focused on our front line staff and their sales skills. The loan officers never used to 
cross-sell the deposit side, and the deposit people never used to cross-sell to the loan side because they 
didn't know anything about those products. Getting those two groups working together was a huge win 
for us.  
 
When we originally started cross-sales, we told employees they had to be at least 4. They said, "That's 
too high. We can't do that." Now I have people that are into the mid- to high-teens that are doing 
cross-sales. Our average is 8. They have to get at least 6 and we continue to raise that every year. We 
were told originally that it can't even be done. To watch their engagement and watch them perform, 
and to actually tell them, "Hey, you're doing a great job," it's been nothing but positive for us over the 
last 10 years. 
 

The education part was also huge—Teaching them how to look 
for opportunities such as asking customers questions like, "What 
are you using the checking account for? Do you mind if we ask 
you a few questions so that we get you into the right account and 
get the right things for you?" We look for opportunities and ask 
questions versus doing what the customer tells us. 
 
Roxanne Emmerich: There was a time when you basically said, 

“Hey we got this, thank you very much,” and we parted friends. Tell me why you came back.  
 
Chad Hoffman: You've told me and now I believe it…You always have peaks and valleys. Just about the 
time you think you got this down, you can very quickly slide. Culture is one of those things you just have 
to stay attentive to. We were no longer watching it as closely as when The Emmerich Group was keeping 
us on task. We came back to The Emmerich Group because you guys were helping us perform culturally. 
We thought we had it. But it didn't take long before we realized, it was a hole that was missing. 
 
Roxanne Emmerich: Congratulations on being recognized by the Institute for Extraordinary Banking™ 
last year as the top bank in the country! That was an extreme accomplishment. What's life like now?  
 
Chad Hoffman: The energy is fantastic. We're ready for a growth spurt. That is going to change the way 
we do some things. For us, it's honestly improving the system and it continues to motivate people.  
 
And, for the third year in a row, the Columbus CEO magazine has named us as one of the top work 
places in central Ohio. That's something special to us. 
 
Roxanne Emmerich: You've done well and accomplished a lot in a very short period of time. It's nothing 
short of a miracle. 
 
Chad Hoffman: It's been fun. Thank you as well for the Extraordinary Bank of the Year Award. I know 
that you didn't vote on it but just the opportunity that you put that together. We've been showing the 
car we won from that event around the community. We actually parked it at the door of our 
stockholders' meeting that had 350 people attending. To hear the excitement in the room that we won 

“Today, I would call us 
innovators. We're changing the 
community banking model as it 
stands, and we're excited about 
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this car and had the Extraordinary Bank of the Year Award right in the front of it—that was great PR for 
us. We're looking forward to promoting it more. 
 
Roxanne Emmerich: What would you say to anyone else who's facing the challenges you faced when 
first working with The Emmerich Group? 
 
Chad Hoffman: You have to be committed to the change and getting out of your comfort zone. I would 
very much recommend working with The Emmerich Group. They are going to force you to get out of 
your comfort zone and do things that you've never done in community banking before.  
 
I believe that no business model is guaranteed to remain forever.  I fear with everything coming today 
from regulatory to the internet challenges…I think community banking still has a place, but also we have 
to do some work to find it.  
 
Working with places like The Emmerich Group where you can prove why you're better than somebody 
else and garner premium pricing….It's not going to be easy, but it can be done. 
 
Before working with The Emmerich Group, we were bankers—we were very good bankers—but we 
were bankers nonetheless. Today, I would call us innovators. We're changing the community banking 
model as it stands, and we're excited about tomorrow. I'm trying to bring the best and it's showing on 
my bottom line every month. I spend money to build an infrastructure and a model that is going to last 
through time. We're performing above where the board has set our standards. We're ready to conquer 
the world. 
 

#  #  # 

 
 

Meet Extraordinary Bankers like Chad Hoffman at the 2016 Community Banking Super 
Conference™ and Extraordinary Banking™ Awards, September 19-21, 2016 in 
Chicago! Go to EmmerichFinancial.com/SuperConf2016 or call (952) 737-6730  
to register. 

http://www.emmerichfinancial.com/superconf2016

