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Executive Summary 
 

The Sample Financial Institution Mystery Shop program for this period included in-
person and telephone evaluations of staff, as well as a website evaluation.  For each 
contact, either in-person, by telephone or via the website, the shopper documented the 
service and consultation skills and summarized the experience. 

 
Scenario Overview 

 
Scenarios were used to encourage interaction with the staff representing products 
and services as specified by the financial institution.  They include: 

 
 Savings Accounts 
 Checking Accounts 
 Home Loans/Refinance 
 Auto Loans 
 Personal Loans 

 
Overall Findings 

 
Organizational Overall 
The Overall Organizational rating for this session is 86% with facility scores, and 83% 
without facility scores.  This baseline rating can be used as a benchmark for your 
organization to set goals in the areas of sales and service.  Reviewing the 
evaluations will assist you and your staff in identifying areas in need of attention and 
deserving of recognition. 
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The graph above represents your Organizational Overall score in comparison to the 
five most recent baselines conducted at Harland Clarke.  The Organizational Overall 
average for all baselines is 89% with facility scores, and 85% without. 
 
Facility Evaluations 
Three facilities were evaluated this month and they averaged a score of 96%.  
Branch 2 was noted as having inadequate signage on both the exterior of the location 
and for each of the service areas located within the facility.  Other than that, 
everything else at each of the locations was immaculate. 
 
Service Representative One (Teller) Evaluations 
Three representatives were seen this month and they averaged a score of 83%.   
 
Successes 
 Offering a friendly greeting and 
asking how they could be of 
assistance at the beginning of the 
interaction. 
 Listening attentively to the 
customer’s inquiries. 
 Referring the customer for 
additional assistance when 
necessary. 
 Encouraging the customer’s 
business. 
 Offering a polite and positive 
closing statement. 

Areas of Improvement 
 Offering a small amount of 
information about products and 
services before immediately referring 
customer. 
 Asking for and using the customer’s 
name during the conversation. 

 

Service Representative Two (New Accounts/Loan Officer) Evaluations 
Three representatives were seen this session and they averaged a score of 86%. 
 
Successes 
 Beginning the interaction in a 
professional manner including an 
offer of assistance. 
 Listening to understand the 
customer’s inquiry and assessing 
the customer’s financial needs 
with probing questions. 
 Explaining the features and 
benefits of products clearly. 
 Cross-selling effectively. 
 Thanking the customer for 
their visit to the branch. 

Areas of Improvement 
 Introducing themselves to the 
customer. 
 Using the customer’s name during 
the discussion to build added rapport. 
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Teleservices – Call Center Evaluations 
Two representatives were seen this month and they averaged a score of 88%. 
 
Successes 
 Answering the customer’s call 
with a positive tone of voice, 
stating their name clearly and 
asking how they could be of 
assistance. 
 Actively listening to 
understand the customer’s 
inquiry.  
 Recommending a product or 
service suited for the customer’s 
financial needs and discussing 
features and benefits associated 
with that product 
 Cross-selling alternative or 
supplementary services 
available. 
 Ending the conversation on a 
positive note with a pleasant 
parting comment. 
 

 
Areas of Improvement 
 Asking for and using the 
customer’s name at least once 
during the conversation. 
 Questioning the customer’s 
specific financial needs. 
 Asking for the customer’s 
immediate business. 
 

 
 

Teleservices – Basic Calls Evaluations 
Two employees were evaluated this session in the Accounting and Real Estate 
departments and averaged a score of 64%. 
 
Successes 
 Answering the phone with a 
smile in their voice and identifying 
the department. 
 Listening to understand the 
caller’s needs.   
 Answering the caller’s basic 
questions. 
 Discussing features of 
available products and services. 
 Thanking the customer for 
calling. 

Areas of Improvement  
 Stating their name clearly to the 
caller to build rapport. 
 Discussing benefits linked with 
available products and services. 
 Cross-selling additional services 
that have the potential of meeting the 
caller’s needs. 
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Remote Delivery (Website) Evaluations 
The website was evaluated this month and received a perfect score of 100%.  Great 
work!  There were no areas of improvement to note during this evaluation.

 
 

 

 
 

Overall Organizational Summary of Successes and Areas of Improvement 
As a whole, all of the representatives evaluated this Mystery Shop session, whether 
in-person by telephone or via the website, demonstrated strength and success in 
beginning their interaction with the customer in a professional manner, actively 
listening to understand the customer’s inquiry and providing helpful information 
about products and services.  A majority of the representatives also ended the 
conversation on a positive note by thanking the customer for visiting or calling.  
Areas of improvement for these employees include asking for and using the 
customer’s name in conversation in order to personalize the visit.  Also, describing 
the benefits of products in discussion helps to demonstrate how the financial 
institution can better meet the customer’s needs over other competitors. 

 
 

Table of Contents 
You will find the following reports, including ratings, graphs and recaps conducted for 
this month’s service evaluations.  The report provides a summary of the questions 
evaluated for each department indicating the areas of strengths and where potential 
improvement is needed. 

 
Reports: 

1. Organizational Overall 
2. Facility Overall 
3. Service Representative One Overall 
4. Service Representative Two Overall 
5. Phone Center Overall 
6. Basic Calls Overall 
7. Remote Delivery Overall 

Evaluations: 
1. Branch 1 
2. Branch 2 
3. Branch 3 
4. Teleservices – Phone Center 
5. Basic Calls  

a. Accounting 
b. Real Estate 

6. Remote Delivery - Website  
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Organizational Overall Ratings
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Branch Overall Ratings

October

0

20

40

60

80

100

F
re

qu
en

cy
 (

%
)

Branch Overall

Y
es

N
o

88

12

October Without Facilities

0

20

40

60

80

100

F
re

qu
en

cy
 (

%
)

Branch Overall
Y

es

N
o

84

16

July

0

20

40

60

80

100

F
re

qu
en

cy
 (

%
)

Branch Overall

Y
es

N
o

93

7

July Without Facilities

0

20

40

60

80

100

F
re

qu
en

cy
 (

%
)

Branch Overall

Y
es

N
o

92

8

Organizational Overall
8



April

0

20

40

60

80

100
F

re
qu

en
cy

 (
%

)

Branch Overall

Y
es

N
o

88

12

April Without Facilities

0

20

40

60

80

100

F
re

qu
en

cy
 (

%
)

Branch Overall

Y
es

N
o

82

18

January

0

20

40

60

80

100

F
re

qu
en

cy
 (

%
)

Branch Overall

Y
es

N
o

87

13

January Without Facilities

0

20

40

60

80

100

F
re

qu
en

cy
 (

%
)

Branch Overall

Y
es

N
o

83

17

Year End

0

20

40

60

80

100

F
re

qu
en

cy
 (

%
)

Branch Overall

Y
es

N
o

89

11

Year End Without Facilities

0

20

40

60

80

100

F
re

qu
en

cy
 (

%
)

Branch Overall

Y
es

N
o

85

15

Organizational Overall
9



Branch 1
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Branch 1 - Year End
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Branch 2
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Branch 3
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Facility Overall Ratings
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Individual Facility Recaps

Branch 1

Branch

October

0

20

40

60

80

100

F
re

qu
en

cy
 (

%
)

Facility Overall

Y
es

N
o

100

0

Branch 2

0

20

40

60

80

100

F
re

qu
en

cy
 (

%
)

Facility Overall

Y
es

N
o

88

12

Branch 3

0

20

40

60

80

100

F
re

qu
en

cy
 (

%
)

Facility Overall

Y
es

N
o

100

0

Facility Overall
18



Facility Response Recaps
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October
Facility Overall

Was the exterior and parking lot clean?

Was the ATM clean?

Was the ATM well stocked?

Was parking accessible?

Were the entry and windows clean?

Landscaping neat?

Signage easy to see and identify?

Was the lobby comfortable and professional?

Were the brochure racks well stocked?

Were rate boards or printed flyers available and
current?

Were the desks and workstations tidy?

Was the floor/carpet clean?

Was the transaction stand apparent?

Were the counters clean and neat?

Were pens working and available?

Was the service area you needed easily identified?

Was marketing material apparent
(posters/brochures/banners)?

Yes
Frequencies:

No N/A Totals

Facility Overall
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Service Representative One Overall Ratings
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Individual Service Representative One Recaps
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Service Representative One Response Recaps
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Service One Overall

Was the employee's name badge or name plaque
visible?

Did the employee have a positive attitude, smile, and
offer a friendly greeting to build rapport?

Did the employee maintain good eye contact?

Was the employee appropriately attired?

Did the employee use a request to serve statement?

Did the employee confirm your identity (ask your name
or account number)?

Did the employee handle your transaction accurately
and in a confidential manner?

Did the employee listen to understand?

Did the employee focus on your inquiry and offer
information about your clue?

Did the employee ask probing questions to qualify your
needs?

Did the employee describe the features of the product
so that you understood?

Did the employee describe the benefits of the product
so that you understood?

Did the employee enthusiastically cross-sell?

If needed did the employee refer you for additional
information?

Did the employee ask for your business?

Did the employee thank you or have a positive closing
statement?

Did the employee use your name at least once during
the conversation?

Based upon your interaction would you do business
with the financial institution?

Yes
Frequencies:

No N/A Totals

Service Representative One Overall
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Service Representative Two Overall Ratings
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Individual Service Representative Two Recaps
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Service Representative Two Response Recaps
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Service Two Overall

Did the employee have a positive attitude, smile, and
offer a friendly greeting to build rapport?

Did the employee introduce themselves to build
rapport?

Was the employee's name badge or name plaque
visible?

Was the employee appropriately attired?

Did the employee use a request to serve statement?

Did the employee confirm your identity (ask your name
or account number)?

Did the employee have an organized/tidy work area?

Did the employee listen to understand and
acknowledge your inquiry?

Did the employee ask probing questions to qualify your
needs?

Did the employee describe the features of the product
so that you understood?

Did the employee describe the benefits of the product
so that you understood?

Did the employee enthusiastically cross-sell products
or services?

Did the employee ask for your business?

Did the employee thank you for coming in?

Did the employee use your name at least once during
the conversation?

Was your request handled in an accurate and efficient
manner?

Based on this visit, would you open an account/make a
loan application today?

Yes
Frequencies:

No N/A Totals

Service Representative Two Overall
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Teleservices Evaluation Ratings
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28



Year End

0

20

40

60

80

100
F

re
qu

en
cy

 (
%

)

Teleservices Overall

Y
es

N
o

87

13

Teleservices
29



Individual Teleservices Recaps
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Employee Name:

Call Center - October

0

20

40

60

80

100

F
re

qu
en

cy
 (

%
)

Teleservices Overall

Y
es

N
o

75

25

Pat

0

20

40

60

80

100

F
re

qu
en

cy
 (

%
)

Teleservices Overall

Y
es

N
o

100

0

Teleservices
30



Teleservices Response Recaps
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Teleservices Overall

Did the employee state their name clearly?

Did the employee have a positive attitude, smile in their
voice, and or greet you in a friendly manner to build
positive rapport?

Did the employee confirm your identity (ask your name
or account number)?

Did the employee use a request to serve statement?

Did the employee handle your transaction or request
accurately?

Did the employee listen to understand?

Was the employee knowledgeable or were you referred
to someone else?

If you were transferred to another area, was it done in
a friendly and courteous manner?

Did the employee ask probing questions to qualify your
needs?

Did the employee offer information relating to your
clue?

Did the employee describe the features of the product
so that you understood?

Did the employee describe the benefits of the product
so that you understood?

Did the employee enthusiastically cross-sell other
financial institution products or services?

Did the employee ask for your business?

Did the employee thank you for calling?

Did the employee use your name at least once during
the conversation?

Based upon your interaction would you do business
with the financial institution?

Yes
Frequencies:

No N/A Totals

Teleservices
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Sample Financial Institution
Basic Calls Overall Ratings
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Individual Basic Call Recaps

Susan
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Basic Calls Response Recaps

2100% 00% 00% 2100%

00% 2100% 00% 2100%

150% 150% 00% 2100%

2100% 00% 00% 2100%

00% 00% 2100% 2100%

2100% 00% 00% 2100%

2100% 00% 00% 2100%

2100% 00% 00% 2100%

00% 00% 2100% 2100%

00% 00% 2100% 2100%

2100% 00% 00% 2100%

00% 2100% 00% 2100%

00% 2100% 00% 2100%

150% 150% 00% 2100%

2100% 00% 00% 2100%

150% 150% 00% 2100%

150% 150% 00% 2100%

October
Basic Calls Overall

Did the employee identify the financial institution or
department?

Did the employee state their name clearly?

Did the employee use a request to serve statement?

Did the employee answer the call with a positive and
friendly attitude to build rapport?

Did the employee confirm your identity (ask your name
or account number)?

Did the employee listen to understand?

Did the employee answer your basic questions?

Did the employee demonstrate knowledge?

Did the employee transfer your call to obtain the
appropriate information?

If your call was transferred, was it done in a friendly
and courteous manner?

Did the employee describe the features of the product
so that you understood?

Did the employee describe the benefits of the product
so that you understood?

Did the employee enthusiastically cross-sell other
financial institution products or services?

Did the employee ask for your business?

Did the employee thank you for calling?

Did the employee use your name at least once during
the conversation?

Based on this call, would you do business with the
financial institution?

Yes
Frequencies:

No N/A Totals

Basic Calls Overall
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Sample Financial Institution
Remote Delivery Evaluation Ratings
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Individual Remote Delivery Recaps

Harry

Employee Name:

Website - October
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Remote Delivery Response Recaps

1100% 00% 00% 1100%

1100% 00% 00% 1100%

1100% 00% 00% 1100%

1100% 00% 00% 1100%

1100% 00% 00% 1100%

1100% 00% 00% 1100%

1100% 00% 00% 1100%

1100% 00% 00% 1100%

1100% 00% 00% 1100%

1100% 00% 00% 1100%

1100% 00% 00% 1100%

October
Remote Delivery

Was the Website accessible?

Was the Website easy to navigate (information clearly
defined)?

Was the Website user friendly?

Were the links operable?

Was it easy to return to and from links on the Website?

Was product or service information readily available?

Were supplementary information requests easy to
complete?

If you were able to contact the financial institution via
email, was the response easy to understand and
informative?

Was the response received within a reasonable period
of time?

Was the overall appearance of the Website attractive
and representative of the financial institution's image?

Would you consider using this Website for additional
services, such as Online Banking, Bill Pay, or Loan
Application?

Yes
Frequencies:

No N/A Totals

Remote Delivery
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Sample Financial Institution
Facility Evaluation

Branch Branch 1 Date Oct 2

Street 123 Street Time 3:45 pm

City Sample State NV Month October

Facility Score: 100%

BRANCH EXTERIOR
(1)  Was the exterior and parking lot clean? . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(2)  Was the ATM clean?  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(3)  Was the ATM well stocked? . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(4)  Was parking accessible?  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(5)  Were the entry and windows clean?  . . . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(6)  Landscaping neat? . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(7)  Signage easy to see and identify?  . . . . . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

BRANCH INTERIOR
(8)  Was the lobby comfortable and professional?  . . . . . . . . . . . . . . . . . . . Yes No N/A

(9)  Were the brochure racks well stocked?  . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(10)  Were rate boards or printed flyers available and current?  . . . . . . . . . Yes No N/A

(11)  Were the desks and workstations tidy?  . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(12)  Was the floor/carpet clean?  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(13)  Was the transaction stand apparent?  . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(14)  Were the counters clean and neat?  . . . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(15)  Were pens working and available?  . . . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(16)  Was the service area you needed easily identified?  . . . . . . . . . . . . . Yes No N/A

(17)  Was marketing material apparent (posters/brochures/banners)?  . . . Yes No N/A
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Observation Detail:

The parking lot was clean and accessible, but very busy.  The drive thru lane is next to the spaces
and the cars that were in line blocked some of the parking spaces.  The landscaping was tidy and
the signage was easy to see from the street.  The entry doors were free of smudges and
fingerprints.  The floor was clean and the ATM was in working order and well stocked.  The lobby
appeared inviting and professional.  The counters were clear of debris and the service desks were
neatly stocked with transaction slips and pamphlets.  The floors were free of trash and dirt.  The
reception desk was not staffed.  There was a rate board on the wall near the new accounts area.
There were several pamphlets available near the new accounts area.  There was ample seating for
waiting customers in both the new accounts and loan departments.  The loan department was not
as easily identifiable.  Marketing materials were for direct deposit,  CD rates, loan rates and auto
loans.

41



Sample Financial Institution
Service Representative One Evaluation

Branch Branch 1 Date Oct 2

Street 123 Street Time 3:46 pm

City Sample State NV Month October

Employee Name: Ian Employee Score: 71%

How many in Teller Line? 6 How many Tellers open? 3

What clue or product did you provide? Savings Accounts

SERVICE & CONSULTATION SKILLS
(1)  Was the employee's name badge or name plaque visible?  . . . . . . . . . . . . . . . Yes No N/A

(2)  Did the employee have a positive attitude, smile, and offer a friendly greeting to
build rapport?  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(3)  Did the employee maintain good eye contact?  . . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(4)  Was the employee appropriately attired?  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(5)  Did the employee use a request to serve statement? . . . . . . . . . . . . . . . . . . . . Yes No N/A

(6)  Did the employee confirm your identity (ask your name or account number)?  . Yes No N/A

(7)  Did the employee handle your transaction accurately and in a confidential
manner?  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(8)  Did the employee listen to understand?  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(9)  Did the employee focus on your inquiry and offer information about your clue? Yes No N/A

(10)  Did the employee ask probing questions to qualify your needs?  . . . . . . . . . . Yes No N/A

(11)  Did the employee describe the features of the product so that you
understood?  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(12)  Did the employee describe the benefits of the product so that you
understood?  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(13)  Did the employee enthusiastically cross-sell? . . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(14)  If needed did the employee refer you for additional information?  . . . . . . . . . . Yes No N/A

(15)  Did the employee ask for your business?  . . . . . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(16)  Did the employee thank you or have a positive closing statement?  . . . . . . . . Yes No N/A

(17)  Did the employee use your name at least once during the conversation?  . . . Yes No N/A

(18)  Based upon your interaction would you do business with the financial
institution? . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A
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Interaction Detail:

I entered the teller line and there were six other customers in front of me.  The line moved quickly and
after about two minutes, a teller looked over at me, made eye contact and asked how he could help.  I
approached his window and he continued to make eye contact, smiled and asked how I was doing.  He
did not have a name tag or name plaque that was apparent.  I told him I wanted to purchase a money
order and he promptly picked up a pen and slip of paper and asked me how much I wanted to make it for.
I told him the amount and he asked for the last name and phone number.  He then told me the total and I
paid him.  He left the teller window and after a few minutes returned with the money order.  He smiled and
handed it to me and I asked about opening an account.  He asked me if I wanted to open a checking
account and I told him I wanted information about a savings account.  He pointed to an area across the
branch and told me I would need to go over there for someone to give me further information.  I thanked
him for the information and he said that I was welcome.
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Sample Financial Institution
Service Representative Two Evaluation

Branch Branch 1 Date Oct 2

Street 123 Street Time 3:50 pm

City Sample State NV Month October

Employee Name: Judy Employee Score: 88%

How many waiting in New Accounts/Loan
Area? 2 How long did you wait? 7 minutes

What clue or product did you provide? Auto Loan

SERVICE & CONSULTATION SKILLS
(1)  Did the employee have a positive attitude, smile, and offer a friendly greeting to

build rapport?  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(2)  Did the employee introduce themselves to build rapport?  . . . . . . . . . . . . . . . . Yes No N/A

(3)  Was the employee's name badge or name plaque visible?  . . . . . . . . . . . . . . . Yes No N/A

(4)  Was the employee appropriately attired?  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(5)  Did the employee use a request to serve statement? . . . . . . . . . . . . . . . . . . . . Yes No N/A

(6)  Did the employee confirm your identity (ask your name or account number)?  . Yes No N/A

(7)  Did the employee have an organized/tidy work area?  . . . . . . . . . . . . . . . . . . . Yes No N/A

(8)  Did the employee listen to understand and acknowledge your inquiry?  . . . . . . Yes No N/A

(9)  Did the employee ask probing questions to qualify your needs?  . . . . . . . . . . . Yes No N/A

(10)  Did the employee describe the features of the product so that you
understood?  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(11)  Did the employee describe the benefits of the product so that you
understood?  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(12)  Did the employee enthusiastically cross-sell products or services?  . . . . . . . . Yes No N/A

(13)  Did the employee ask for your business?  . . . . . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(14)  Did the employee thank you for coming in?  . . . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(15)  Did the employee use your name at least once during the conversation?  . . . Yes No N/A

(16)  Was your request handled in an accurate and efficient manner?  . . . . . . . . . . Yes No N/A

(17)  Based on this visit, would you open an account/make a loan application
today?  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A
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Interaction Detail:

As I entered her office, I was met by Judy standing behind her desk.  She made eye contact, smiled and
asked how she could help me.  She motioned for me to take a seat and I introduced myself and told her I
was looking for information on auto loans.  She asked me what year the car was that I was interested in
and I told her it was a 2007.  She told me that they would finance new cars up to six years for 100% of the
sale price plus taxes, license and registration.  She gave me an interest rate of 7%.  She continued to tell
me that if I used auto deduction from a checking account, there would me a 0.25% discount to the 7%
rate.  I asked her if there were any application fees and she said no.  I asked how soon a loan would be
approved and whether I needed to bring a purchase agreement.  She said that they could pre-approve me
with a completed application, then I could shop for the car, bring back the purchase agreement and they
would finance the loan immediately.  I asked her for an idea of what my monthly payment would be and
she asked me how much I needed to finance and she gave me a number at the 6.75% rate.  She told me
about disability and life insurance that the financial institution had available and she gave me the
payment amount with those included.  She asked if I had any further questions and I said no.  She gave
me an application and invited me to call her if I had any other questions.  She told me to have fun
shopping for my car and thanked me for coming in.  She shook my hand and told me to have a nice
weekend.
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Sample Financial Institution
Facility Evaluation

Branch Branch 2 Date Oct 24

Street 456 Street Time 4:00 pm

City Sample State NV Month October

Facility Score: 88%

BRANCH EXTERIOR
(1)  Was the exterior and parking lot clean? . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(2)  Was the ATM clean?  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(3)  Was the ATM well stocked? . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(4)  Was parking accessible?  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(5)  Were the entry and windows clean?  . . . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(6)  Landscaping neat? . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(7)  Signage easy to see and identify?  . . . . . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

BRANCH INTERIOR
(8)  Was the lobby comfortable and professional?  . . . . . . . . . . . . . . . . . . . Yes No N/A

(9)  Were the brochure racks well stocked?  . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(10)  Were rate boards or printed flyers available and current?  . . . . . . . . . Yes No N/A

(11)  Were the desks and workstations tidy?  . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(12)  Was the floor/carpet clean?  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(13)  Was the transaction stand apparent?  . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(14)  Were the counters clean and neat?  . . . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(15)  Were pens working and available?  . . . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(16)  Was the service area you needed easily identified?  . . . . . . . . . . . . . Yes No N/A

(17)  Was marketing material apparent (posters/brochures/banners)?  . . . Yes No N/A
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Observation Detail:

There was one sign at the south end of the parking lot near the street, but no signage on the
building itself or at the entrance doors.  The hours were posted on a white sheet of paper to the
inside right of the door, however the sign was difficult to read to due to the tinted glass.  It was
not easily apparent where the front door or ATM was located.  Parking was accessible and the
parking lot was clean.  The ATM was clean and stocked.  Inside, the tellers were located to one
side of the lobby and the service representatives were on the other.  There was no sign to show
where the teller line began nor where I should wait or how I should make contact with the
representatives.  All materials appeared to be well stocked and the floors were clean and free of
litter.  The service area was apparent and had working pens available.  The teller stations had
name plaques visible.  There were no special banners or promotions observed.
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Sample Financial Institution
Service Representative One Evaluation

Branch Branch 2 Date Oct 24

Street 456 Street Time 4:04 pm

City Sample State NV Month October

Employee Name: Henry Employee Score: 77%

How many in Teller Line? 0 How many Tellers open? 3

What clue or product did you provide? Checking Accounts

SERVICE & CONSULTATION SKILLS
(1)  Was the employee's name badge or name plaque visible?  . . . . . . . . . . . . . . . Yes No N/A

(2)  Did the employee have a positive attitude, smile, and offer a friendly greeting to
build rapport?  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(3)  Did the employee maintain good eye contact?  . . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(4)  Was the employee appropriately attired?  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(5)  Did the employee use a request to serve statement? . . . . . . . . . . . . . . . . . . . . Yes No N/A

(6)  Did the employee confirm your identity (ask your name or account number)?  . Yes No N/A

(7)  Did the employee handle your transaction accurately and in a confidential
manner?  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(8)  Did the employee listen to understand?  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(9)  Did the employee focus on your inquiry and offer information about your clue? Yes No N/A

(10)  Did the employee ask probing questions to qualify your needs?  . . . . . . . . . . Yes No N/A

(11)  Did the employee describe the features of the product so that you
understood?  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(12)  Did the employee describe the benefits of the product so that you
understood?  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(13)  Did the employee enthusiastically cross-sell? . . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(14)  If needed did the employee refer you for additional information?  . . . . . . . . . . Yes No N/A

(15)  Did the employee ask for your business?  . . . . . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(16)  Did the employee thank you or have a positive closing statement?  . . . . . . . . Yes No N/A

(17)  Did the employee use your name at least once during the conversation?  . . . Yes No N/A

(18)  Based upon your interaction would you do business with the financial
institution? . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A
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Interaction Detail:

I entered the teller line and waited less than thirty seconds for a teller to acknowledge me.  There were
three tellers open with two additional personnel working in the area.  Henry asked how he could help me
and I told him I wanted to get some information on opening an account.  He told me that I would need to
see a representative on the other side of the branch and pointed to the area.  I thanked him and he
thanked me for coming in.
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Sample Financial Institution
Service Representative Two Evaluation

Branch Branch 2 Date Oct 24

Street 456 Street Time 4:30 pm

City Sample State NV Month October

Employee Name: Julie Employee Score: 71%

How many waiting in New Accounts/Loan
Area? 5 How long did you wait? 25 minutes

What clue or product did you provide? Checking & Savings Accounts

SERVICE & CONSULTATION SKILLS
(1)  Did the employee have a positive attitude, smile, and offer a friendly greeting to

build rapport?  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(2)  Did the employee introduce themselves to build rapport?  . . . . . . . . . . . . . . . . Yes No N/A

(3)  Was the employee's name badge or name plaque visible?  . . . . . . . . . . . . . . . Yes No N/A

(4)  Was the employee appropriately attired?  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(5)  Did the employee use a request to serve statement? . . . . . . . . . . . . . . . . . . . . Yes No N/A

(6)  Did the employee confirm your identity (ask your name or account number)?  . Yes No N/A

(7)  Did the employee have an organized/tidy work area?  . . . . . . . . . . . . . . . . . . . Yes No N/A

(8)  Did the employee listen to understand and acknowledge your inquiry?  . . . . . . Yes No N/A

(9)  Did the employee ask probing questions to qualify your needs?  . . . . . . . . . . . Yes No N/A

(10)  Did the employee describe the features of the product so that you
understood?  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(11)  Did the employee describe the benefits of the product so that you
understood?  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(12)  Did the employee enthusiastically cross-sell products or services?  . . . . . . . . Yes No N/A

(13)  Did the employee ask for your business?  . . . . . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(14)  Did the employee thank you for coming in?  . . . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(15)  Did the employee use your name at least once during the conversation?  . . . Yes No N/A

(16)  Was your request handled in an accurate and efficient manner?  . . . . . . . . . . Yes No N/A

(17)  Based on this visit, would you open an account/make a loan application
today?  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A
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Interaction Detail:

I went to the new accounts area and there were two representatives working with other customers.  I
waited until she was finished and approached Julie and she greeted me and asked how she could help
me.  I told her that I was interested in getting some information on their checking and savings accounts.
She did not give me her name and there was no name plaque visible.  She explained that they had two
types of savings accounts.  The first one had a passbook and the other could be accessed with an ATM
card.  She showed me samples of the passbook and explained that I would need it anytime I wanted to
withdraw funds.  She told me that minimum account balance was $10 and there was a 0.70% APR/0.71%
APY.  She explained that there were no fees associated with the savings accounts.  She asked if I had any
other questions about the savings accounts and then told me about their checking accounts.  She
explained that their checking account was totally free and came with free checks.  She told me that the
interest rate was 0.3% and showed me a sample of the checks that came free with the account.  She
provided me with a fee schedule that listed additional fees that could be assessed to the account.  She
told me about overdraft protection and how it linked the checking account with the savings account in
case there was a check written that exceeded the amount in the checking account.  She told me about the
financial advisor that they could set an appointment with if I had questions about other products such as
CDs.  She gave me her business card in case I had any financial questions.  She asked if I had any other
questions and I told her that I did not.  She gave me a card with her name on it and told me to call if I had
any other questions.  She did not ask me if I wanted to open an account today.  She was very helpful and
informative.
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Sample Financial Institution
Facility Evaluation

Branch Branch 3 Date Oct 13

Street 789 Street Time 11:30 am

City Sample State NV Month October

Facility Score: 100%

BRANCH EXTERIOR
(1)  Was the exterior and parking lot clean? . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(2)  Was the ATM clean?  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(3)  Was the ATM well stocked? . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(4)  Was parking accessible?  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(5)  Were the entry and windows clean?  . . . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(6)  Landscaping neat? . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(7)  Signage easy to see and identify?  . . . . . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

BRANCH INTERIOR
(8)  Was the lobby comfortable and professional?  . . . . . . . . . . . . . . . . . . . Yes No N/A

(9)  Were the brochure racks well stocked?  . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(10)  Were rate boards or printed flyers available and current?  . . . . . . . . . Yes No N/A

(11)  Were the desks and workstations tidy?  . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(12)  Was the floor/carpet clean?  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(13)  Was the transaction stand apparent?  . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(14)  Were the counters clean and neat?  . . . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(15)  Were pens working and available?  . . . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(16)  Was the service area you needed easily identified?  . . . . . . . . . . . . . Yes No N/A

(17)  Was marketing material apparent (posters/brochures/banners)?  . . . Yes No N/A
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Observation Detail:

The exterior and parking lot were clean and in good repair.  The landscaping was attractive and
signage prominently identified the financial institution.  The large lobby was attractive and well lit.
The ATM lobby was clean and stocked well.  There was an employee standing behind the
reception desk.  Brochures were stocked and check writing supplies were visible in the
transaction stand.  Desks and workstations were clean and organized.  The rate board was visible
and there were flyers available for customers.
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Sample Financial Institution
Service Representative One Evaluation

Branch Branch 3 Date Oct 13

Street 789 Street Time 11:35 am

City Sample State NV Month October

Employee Name: Brooke Employee Score: 100%

How many in Teller Line? 2 How many Tellers open? 5

What clue or product did you provide? Checking Accounts

SERVICE & CONSULTATION SKILLS
(1)  Was the employee's name badge or name plaque visible?  . . . . . . . . . . . . . . . Yes No N/A

(2)  Did the employee have a positive attitude, smile, and offer a friendly greeting to
build rapport?  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(3)  Did the employee maintain good eye contact?  . . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(4)  Was the employee appropriately attired?  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(5)  Did the employee use a request to serve statement? . . . . . . . . . . . . . . . . . . . . Yes No N/A

(6)  Did the employee confirm your identity (ask your name or account number)?  . Yes No N/A

(7)  Did the employee handle your transaction accurately and in a confidential
manner?  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(8)  Did the employee listen to understand?  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(9)  Did the employee focus on your inquiry and offer information about your clue? Yes No N/A

(10)  Did the employee ask probing questions to qualify your needs?  . . . . . . . . . . Yes No N/A

(11)  Did the employee describe the features of the product so that you
understood?  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(12)  Did the employee describe the benefits of the product so that you
understood?  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(13)  Did the employee enthusiastically cross-sell? . . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(14)  If needed did the employee refer you for additional information?  . . . . . . . . . . Yes No N/A

(15)  Did the employee ask for your business?  . . . . . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(16)  Did the employee thank you or have a positive closing statement?  . . . . . . . . Yes No N/A

(17)  Did the employee use your name at least once during the conversation?  . . . Yes No N/A

(18)  Based upon your interaction would you do business with the financial
institution? . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A
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Interaction Detail:

Brooke offered to help me immediately after I entered the teller line.  She made eye contact and had a
friendly smile.  She asked what she could do to help me.  I asked for a savings bond application and she
told me that they did not have them.  I asked if she could give me some information on their checking
accounts.  She said that they offered a free checking account and only had that one.  She told me it would
take $5 to open the account and asked if I already had a savings account.  When I told her I did, she asked
if I would be interested in getting registered for the online banking system.  She told me it was free of
charge and that I could view my balances, transfer between accounts and even pay bills online.  She
offered to get me started and I told her I would need to discuss it with my spouse.  I asked for mortgage
information and she asked me to hold on.  She called the mortgage department and got someone to
assist me.  She thanked me by name and told me to go upstairs where someone would be waiting for me.
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Sample Financial Institution
Service Representative Two Evaluation

Branch Branch 3 Date Oct 13

Street 789 Street Time 11:39 am

City Sample State NV Month October

Employee Name: Vicky Employee Score: 100%

How many waiting in New Accounts/Loan
Area? 0 How long did you wait? No waiting

What clue or product did you provide? Mortgage/Home Loan

SERVICE & CONSULTATION SKILLS
(1)  Did the employee have a positive attitude, smile, and offer a friendly greeting to

build rapport?  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(2)  Did the employee introduce themselves to build rapport?  . . . . . . . . . . . . . . . . Yes No N/A

(3)  Was the employee's name badge or name plaque visible?  . . . . . . . . . . . . . . . Yes No N/A

(4)  Was the employee appropriately attired?  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(5)  Did the employee use a request to serve statement? . . . . . . . . . . . . . . . . . . . . Yes No N/A

(6)  Did the employee confirm your identity (ask your name or account number)?  . Yes No N/A

(7)  Did the employee have an organized/tidy work area?  . . . . . . . . . . . . . . . . . . . Yes No N/A

(8)  Did the employee listen to understand and acknowledge your inquiry?  . . . . . . Yes No N/A

(9)  Did the employee ask probing questions to qualify your needs?  . . . . . . . . . . . Yes No N/A

(10)  Did the employee describe the features of the product so that you
understood?  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(11)  Did the employee describe the benefits of the product so that you
understood?  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(12)  Did the employee enthusiastically cross-sell products or services?  . . . . . . . . Yes No N/A

(13)  Did the employee ask for your business?  . . . . . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(14)  Did the employee thank you for coming in?  . . . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(15)  Did the employee use your name at least once during the conversation?  . . . Yes No N/A

(16)  Was your request handled in an accurate and efficient manner?  . . . . . . . . . . Yes No N/A

(17)  Based on this visit, would you open an account/make a loan application
today?  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A
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Interaction Detail:

I was immediately greeted by Vicky.  She introduced herself and I noticed a name plaque stationed on her
desk.  She asked how I was, and also asked for my name.  I introduced myself to her and she used my
name throughout our conversation.  She escorted me into a small office and closed the door.  There was
a rate sheet on the wall and nothing on her desk except a phone, which rang many times and was
distracting.  I asked her for information on a second mortgage.  She asked how much I owed on my
current mortgage and I said $75,000.  She began to quote the rates while looking at the rate sheet on the
wall.  She said five years was 5.75% with a yield of 5.95%, ten years was 6% with a yield of 6.11%, and
fifteen years was 6.2% with a yield of 6.28%.  I asked if she could write those down for me and she
excused herself to get a pen and paper.  She handed me the pen and paper for me to write the information
down.  She then said that she could make a copy of the rate sheet and left to do so.  I asked if there were
any fees and she told me that there were not, which meant that I could save money by getting the loan
through their financial institution.   She also mentioned the availability of homeowners insurance and that
I could link my checking account to the loan so that I could make automatic payments.  She mentioned
that this might make it easier to ensure that the payment was on time each month.  She asked if there was
anything else when she came back.  I asked what I needed to do to apply.  She said that she would get an
application  and information sheet which listed what I needed to apply.  She gave me her business card
and the paperwork.  She wished me a good day and said that anyone there could help me.  I felt Vicky
was very efficient and I appreciated her tips on how to make monthly payments simple.
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Sample Financial Institution
Teleservices Evaluation

Branch Call Center Date Oct 7

Phone 123-456-7890 Time 3:00 pm

Month October

Employee Name: Pat Employee Score: 100%

What clue or product did you provide? Personal Loan

CONDITIONS: Number of rings: 2 Time in queue 3 minutes

SERVICE & CONSULTATION SKILLS
(1)  Did the employee state their name clearly?  . . . . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(2)  Did the employee have a positive attitude, smile in their voice, and or greet you
in a friendly manner to build positive rapport?  . . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(3)  Did the employee confirm your identity (ask your name or account number)?  . Yes No N/A

(4)  Did the employee use a request to serve statement? . . . . . . . . . . . . . . . . . . . . Yes No N/A

(5)  Did the employee handle your transaction or request accurately?  . . . . . . . . . . Yes No N/A

(6)  Did the employee listen to understand?  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(7)  Was the employee knowledgeable or were you referred to someone else?  . . . Yes No N/A

(8)  If you were transferred to another area, was it done in a friendly and courteous
manner?  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(9)  Did the employee ask probing questions to qualify your needs?  . . . . . . . . . . . Yes No N/A

(10)  Did the employee offer information relating to your clue?  . . . . . . . . . . . . . . . . Yes No N/A

(11)  Did the employee describe the features of the product so that you
understood?  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(12)  Did the employee describe the benefits of the product so that you
understood?  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(13)  Did the employee enthusiastically cross-sell other financial institution products
or services?  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(14)  Did the employee ask for your business?  . . . . . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(15)  Did the employee thank you for calling?  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(16)  Did the employee use your name at least once during the conversation?  . . . Yes No N/A

(17)  Based upon your interaction would you do business with the financial
institution? . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A
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Interaction Detail:

Pat picked up the line after waiting three minutes in queue.  She identified herself and asked how she
could help me.  I asked her if she knew anything about loans.  She asked what I was looking for.  I told her
I needed approximately $10,000.  She said I would probably want a Personal Loan.  She said they have a
rate range from 12.9% to 17.9% depending upon one's credit.  She said that the most one could borrow
was $50,000 and the term could go up to sixty months.  She said she could take an application or I could
do it online.  She told me if all worked out I would know right away if I was approved.  She then said if
there were any problems, the loan would go to a loan officer for approval and then they would get back to
me.  She checked my account and gave me my balances and told me I could cash in my Certificate with a
low cost penalty if I needed cash.  I thanked her for her help and she used my name to thank me for my
call.  Pat was very personable and polite.
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Sample Financial Institution
Teleservices Evaluation

Branch Call Center Date Oct 29

Phone 123-456-7890 Time 1:47 pm

Month October

Employee Name: Krista Employee Score: 75%

What clue or product did you provide? Home Equity Loan/Personal Loan

CONDITIONS: Number of rings: 2 Time in queue 6 minutes
25 seconds

SERVICE & CONSULTATION SKILLS
(1)  Did the employee state their name clearly?  . . . . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(2)  Did the employee have a positive attitude, smile in their voice, and or greet you
in a friendly manner to build positive rapport?  . . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(3)  Did the employee confirm your identity (ask your name or account number)?  . Yes No N/A

(4)  Did the employee use a request to serve statement? . . . . . . . . . . . . . . . . . . . . Yes No N/A

(5)  Did the employee handle your transaction or request accurately?  . . . . . . . . . . Yes No N/A

(6)  Did the employee listen to understand?  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(7)  Was the employee knowledgeable or were you referred to someone else?  . . . Yes No N/A

(8)  If you were transferred to another area, was it done in a friendly and courteous
manner?  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(9)  Did the employee ask probing questions to qualify your needs?  . . . . . . . . . . . Yes No N/A

(10)  Did the employee offer information relating to your clue?  . . . . . . . . . . . . . . . . Yes No N/A

(11)  Did the employee describe the features of the product so that you
understood?  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(12)  Did the employee describe the benefits of the product so that you
understood?  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(13)  Did the employee enthusiastically cross-sell other financial institution products
or services?  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(14)  Did the employee ask for your business?  . . . . . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(15)  Did the employee thank you for calling?  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(16)  Did the employee use your name at least once during the conversation?  . . . Yes No N/A

(17)  Based upon your interaction would you do business with the financial
institution? . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A
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Interaction Detail:

I was on hold for six minutes, twenty-five seconds and then Krista answered.  She thanked me for calling,
stated her name, and asked how she could help me.  I asked if they had Home Equity Loans and she said
yes.  She did not ask any questions but said the rate depended on my credit and started as low as 8.25%
with interest-only payments to start.  She added that they have fixed rate loans with a seven year period
starting at 6.4% and their fifteen year loan started at 7.49%.  I asked if there were any closing costs.  She
said yes, they were included in the loan and it looked like there were only closing costs, if I were to need
more than $100,000.  I said that we were looking to consolidate some debt but it was not more than
$100,000.  She said they offered Personal Loans that could be used for debt consolidation and they
started at 10.49%.  She then said, "Okay."  I replied okay and thanked her.  She said it was no problem
and we both said good-bye.  Throughout the call she seemed a bit rushed; professional sounding, but in
a hurry.
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Sample Financial Institution
Basic Calls Evaluation

Branch Accounting Date Oct 8

Phone 123-456-7890 Time 12:09 pm

Month October

Employee Name: Susan Employee Score: 79%

What question or clue did you ask? Checking Account

CONDITIONS: Number of rings: 2 Time in queue 4 minutes

SERVICE & CONSULTATION SKILLS
(1)  Did the employee identify the financial institution or department?  . . . . . . . . . . Yes No N/A

(2)  Did the employee state their name clearly?  . . . . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(3)  Did the employee use a request to serve statement? . . . . . . . . . . . . . . . . . . . . Yes No N/A

(4)  Did the employee answer the call with a positive and friendly attitude to build
rapport?  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(5)  Did the employee confirm your identity (ask your name or account number)?  . Yes No N/A

(6)  Did the employee listen to understand?  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(7)  Did the employee answer your basic questions?  . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(8)  Did the employee demonstrate knowledge?  . . . . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(9)  Did the employee transfer your call to obtain the appropriate information?  . . . Yes No N/A

(10)  If your call was transferred, was it done in a friendly and courteous manner? Yes No N/A

(11)  Did the employee describe the features of the product so that you
understood?  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(12)  Did the employee describe the benefits of the product so that you
understood?  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(13)  Did the employee enthusiastically cross-sell other financial institution products
or services?  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(14)  Did the employee ask for your business?  . . . . . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(15)  Did the employee thank you for calling?  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(16)  Did the employee use your name at least once during the conversation?  . . . Yes No N/A

(17)  Based on this call, would you do business with the financial institution?  . . . . Yes No N/A
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Interaction Detail:

My call was answered by a representative who asked how to direct my call.  I asked to speak with Susan
in Accounting.  Susan answered the call, greeted me and offered her assistance.  She did not state her
name until I asked.  I introduced myself and she used my name once.  I asked her for checking account
information and there was a long pause.  She said that they had only one checking account.  I asked if
there was a debit card and she said that I would have to fill out an application and they would run a credit
check on me.  She said it would take about five days because of the problems they have been having with
TJ MAXX and Marshalls.  She then thanked me for calling.  I would hesitate to pursue business with the
financial institution as I received minimal information.
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Sample Financial Institution
Basic Calls Evaluation

Branch Real Estate Date Oct 12

Phone 123-456-7890 Time 2:05 pm

Month October

Employee Name: Kerri Employee Score: 50%

What question or clue did you ask? Checking Accounts

CONDITIONS: Number of rings: 1 Time in queue No waiting

SERVICE & CONSULTATION SKILLS
(1)  Did the employee identify the financial institution or department?  . . . . . . . . . . Yes No N/A

(2)  Did the employee state their name clearly?  . . . . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(3)  Did the employee use a request to serve statement? . . . . . . . . . . . . . . . . . . . . Yes No N/A

(4)  Did the employee answer the call with a positive and friendly attitude to build
rapport?  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(5)  Did the employee confirm your identity (ask your name or account number)?  . Yes No N/A

(6)  Did the employee listen to understand?  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(7)  Did the employee answer your basic questions?  . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(8)  Did the employee demonstrate knowledge?  . . . . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(9)  Did the employee transfer your call to obtain the appropriate information?  . . . Yes No N/A

(10)  If your call was transferred, was it done in a friendly and courteous manner? Yes No N/A

(11)  Did the employee describe the features of the product so that you
understood?  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(12)  Did the employee describe the benefits of the product so that you
understood?  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(13)  Did the employee enthusiastically cross-sell other financial institution products
or services?  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(14)  Did the employee ask for your business?  . . . . . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(15)  Did the employee thank you for calling?  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(16)  Did the employee use your name at least once during the conversation?  . . . Yes No N/A

(17)  Based on this call, would you do business with the financial institution?  . . . . Yes No N/A
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Interaction Detail:

My call was answered by another representative and I asked to speak to Kerri.  She answered the phone,
greeted me, but did not use a request to serve statement or introduce herself.  She did not confirm my
identity or use my name even when I introduced myself.  I asked for information on a first mortgage and
she paused.  She asked what I needed to know and I said the rates.  She said it was 5.85% for fifteen,
twenty and thirty year terms.  She waited for me to speak so I asked for the closing costs.  She asked the
amount of the loan and I said $200,000.  She estimated that the closing costs would be around $2,166.  I
asked how long it would take to close and she said three to four weeks.  She thanked me for calling, but
did not use benefits or cross sell any other products and services.  She did not ask for my business or go
over the next steps.  I had to do the questioning to get any information, therefore, I would not be inclined
to do business with the financial insitution.

65



Sample Financial Institution
Remote Delivery Evaluation

Branch Website Date Oct 24

Web address: www.samplefi.com Time 1:17 pm

Month October

Employee Name: Harry Website Score: 100%

What question did you ask? Security with the Financial Institution

SERVICE ANALYSIS
(1)  Was the Website accessible?  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(2)  Was the Website easy to navigate (information clearly defined)? . . . . . . . . . . . Yes No N/A

(3)  Was the Website user friendly?  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(4)  Were the links operable?  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(5)  Was it easy to return to and from links on the Website?  . . . . . . . . . . . . . . . . . . Yes No N/A

(6)  Was product or service information readily available?  . . . . . . . . . . . . . . . . . . . Yes No N/A

(7)  Were supplementary information requests easy to complete?  . . . . . . . . . . . . . Yes No N/A

(8)  If you were able to contact the financial institution via email, was the response
easy to understand and informative?  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(9)  Was the response received within a reasonable period of time?  . . . . . . . . . . . Yes No N/A

(10)  Was the overall appearance of the Website attractive and representative of
the financial institution's image?  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A

(11)  Would you consider using this Website for additional services, such as Online
Banking, Bill Pay, or Loan Application?  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . Yes No N/A
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Interaction Detail:

I visited the Sample Financial Institution website using the url: http://www.samplefi.org.  The website was
clean and uncluttered.  There were attractive colors of blue and white and everything looked organized.
The links all worked and navigation was straightforward.  I typed in VISA cards in the search box and got
nine results in three seconds.  When I clicked on the Contact Us link at the top of the screen, the page
took a few seconds to load on my computer, due to the map area.  Branch locations with addresses and
phone numbers, hours, and services were clearly stated.  Under the heading Email, the email address
was feedback@samplefi.org.  All information was easily available. 
I wrote an email and this was the scenario I used:  

I was wondering how secure was money with your organization.  

I received a response from Harry from Sample Financial Institution time stamped 10/24 at 4:04 pm.

Good Morning,

Sample Financial Institution is very secure.  All of our accounts are federally insured up to $250,000 per
account holder.  We do offer mortgages, but our delinquency rates are very low.  Please feel free to
contact me again if you need additional information.

Harry
Account Representative
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