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The DrillingTech™ Troining System

The Performance DrillingTech™ {"PDT™') troining sysiem provides a training
methodelegy Thal will dromaotically increcse irainees’ soles ond service perfarmuance with
actaal Customers ond Prospecis,

Eoch Module drills trainees on specific oreas within heir indusiry and fully prepores
irainces for dealing with actual Customer or Prospects chaolienges.

Pleose find helow culhorized challznge raining cotegories and sub—cotegories. Pleose
selecl o celegory/sub-category.

1. Produci Knowledge

{Moy or may not include Cuslomers or Prospect objections)
® Checking Accounts
s Savings Accounts

2. Dealing with angry customers
» Woiving fees or service charges
* Clesing ocopunls

3. Resciving Service Problems

16 A
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Plegse follow the insiructions below ta the Performonce DrillingTech Modules.

!. Go to hitp://www PerformanceDritlingTech.com, enler password cnd log onto the
system.

2. Choose lhe desired calsgory ond sub—cajegory for ihe Performance Drilling.
3. Click lo open.

4, Once open, click on the “begin” butten to begin ¢ pre—ircining session which will
teach you 1he informaotion ond elemenis you will be tesied cn.

5. A host will appear on screen and verbalize ¢ briel message about what the frolnee
will be perfermance tested upon.

6. Significant elements regarding the selected category and subcotegory will be
gresented.

7. Affer reviewing the elements 1o the message, click on the "Meor Challenge” link
and lhe lested Challenge partion of the iroining will begin.
= A Chollenge may be a stalernen? or a quesiion. For example, o customer
or prospeci moy stote "Teill me oboct ennuities™ or ask "Whai are annuities?”

8. A customear or prospect will verbolize o "challenge.”

9, When the simuiated charocter siops, the trainee is ico provide a first person onswer
es noturally and confidenily os possible. Avoid unnefurcl deloys. The troinee will be
scared on the correciness of your answer, the speed with which answer, and the
confidence of the onswer.

10, When the chollenge verbglization hos concluded, the trainer/focilfator clicks on the
“Ciick fTor Answers” icon.

11. The correct answer, including ihe cotresponding elements taught during the pre—
fraining session, will be disployed lexiuclly. The focilifater will score the trainee’s
answer bosed on the correclions of the gnswer, immediacy with which the
answer wos provided, and the confidence and style wilh which the enswer was
provided.

12. The trainee/faciiictor will then click on the Model Answer ican.

13. A verbolization of the Mode! Answer is provided with the key elements grophicaily
super-imposed cn the screen.

14. User/focilitotor hos the obilily lo repeot this paericular "scenarie” again if they
choose io.

15. Once the ircines has compleiec the scehorio, the troinee or focilitafor ciicks on
the “proceed” contral and a randomized chollenge is verbally slaled ond the
process conlinues.

16. The system will inform the focilHator and frainee once the chollenges within the
colegory oné sub—category hove been comnpleled. The focilitalor and/er iroinee
maoy elecl to repeci the Module or move on fo o different Module.
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You will how porticipale in ¢ Perfarmance DrillingTech prociice session.

In this proctice sessien, the focililolor hos already logged onto the sysfem
ond clicked on the “olphokbats’ colegory, "Americon’ sub—category.
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"welcormne fo Performance DrillingTech regarding the Americon alphabet. You will be
presenfed with Chollznges based upon the alphobel. i is your mission to respond lo
these Challenges /in firs? persen as soon os you hear them. Good luck and hove

il
fun,

Click Proceed when you are ready *o hear Chellenge.
Remember, a5 soon as you hear the Chalienge, immaediaiely respond.

Proceed

rrG. 30
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“In sequentiol order, what are the first five letHers of the American Alphabel?”

Click for_Answers

G 8

g

File Edit View Go Fovorite  Help

Brck  Forw... Slop Refresh Home  Seorch  Fovorite Print  Fort WMol

Answer— Key Elamenis:

Note: The jrainee and facililalor fointly, or the faciliiolor alone, scores the frainee on
the key elemmenfs that the Froince verbolized. Eoch Answer here Is worth 1 point.
Click on each corresponding circle, where the frainse has answered correctiy.
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Ot Next
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Question:

Did the trainee immedialely respond or wos ihere a significont delay, which would be
unacceptable with nciual Cusiomers and Prospacts?

Answer;

O Deloyed Response. (0 points)
O Response was immediale. {1 poini)

Next
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Qusstion: How confident did the Irainge scund when avercoming the challenge?

 Not confident. (D polnis)
O Somewhal confident. {1 poini}
O Conjident. {2 paints)

MNexf
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You will now hear u Wodel Answer incorporefing all the key elements.
Toke notes on any longuoge from the Model Answer fhot will impreve yous
periormance.

Click fo hear Model Answer

VI

Ll B

File  Egit  View Go Fovorle Help

== ® B & Q@ 0 & A& ]

Back forw... Slop Refresh  Home Search  Toverile  Print  Fonl  Mail

(a)
“The first letter of the alphabet s A
8, -
The second lefter of the alphobel is B.
{c)

"The ihird leter of the alphabel is C.7

(0
“The fourth letter of ihe olphabet is D.”

“The fifth letter of the alphobet is E.

Rapeal Model #nswer
Spe Score

G S/
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Repeg! _Scenario
Proceed
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“What is the lasi letter of the olphobei?”

Click for Answer
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Answer—key slameni-worth 1 point:

Qz
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Quesiien: Did the troinee immediciely respond or wos there o significanf delay, which
would be unoccepiobie wilh oclual Cusiomers and Prospecis?

Answer:
ODbetey in Response. {0 points)
O Responss was immediote. (1 point}
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Question: How confident did the trainee sound when overcoming the chaollenge?

Owot confldent. (f poinis}
O Semewhat coniident. {1 point)
O Canfident. (2 poinis)

F1G. 50
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You will now hear a Modal Answer incorporafing all the key elements.
Toks noles on ony language from the Model Answer thoi will improve your performonce

Click fo hecr Model Answer

rlG. 3P
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The key element appsars, os ihe voice confaining the element /s heard.

(Z)

“The last letter of the alphabe? is Z”
Repeat Model Answar
See_Score
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o - 4 ouf of 4

Repeal Scenarig
Proceed
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Congratulations, you have covered all of the Challenges in this Medule.
Click Proceed it you would like to parlicipote in this Module Again or Exit Module to

go beek o the main menu.

Procead
Exit Modufe

6. 55
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MNow to show you a second example of how Performance Driling con be used, you

will participale in a different category.

In this Performance DrillingTech prociice session, the fecilifotor has gqirendy logged onto
tke system and clicked on ihe 'Product Knowledge' cotegory, and the 'Checking
Accounts’ sub-colegory.
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"Welcome to Performance Brilting Tech on Frocuet Knowledge, sub—category Checking
occounls. You wilt be presenled with Customer/Prospect Challenges bosed on Checking
Accounts. It is your mission 1o respond fo these Challenges os scon as you heor them.

Good luck and hove fun.”

Click Proceed when you are ready te hear fhe Challenge.
Remember, as soon as you hear the Challenge. immediately respend.

Procesd

V(s 1/4
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Ispoken] “Can you tell me whal the Youth Account is all cbout?”

Click for Answers
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Answer—Key Elemenis:
Fach Key element is worth | peint. The arder in which the key elements are
verbalized is not imporfanf.

Ofoer 11 1o 15 years olds.

OEasy cccess fo your maoney.

(G Provided with ¢ €ash Card.

O Withdraw up 1o $100 ¢ day with o Cash Card or.

(O Provided with o Visa Card,

O Withdraw up io $500 o doy with o Yisa Curd.

(O Shag on the high sireel and online with Viso Cord.

O Ability 1o set up direc! transfers into your account—ideal for an allowance.
O Pay money in quickly ond easily over the counter.

O Pay money in quickly and eosily through express deposit machines.
Q) Transfer gutomalically fo the Young Person's Account at age 16.

Nexf
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Quesiion:

Did the loinee Tmmedialely respond or wos there a significont deloy, which woluld be
unacceplable with actual Customers and Prospects?

Answer:

O Delayed Response. (0 poinis)
O Response wos Tmmadiote. {1 point)

Next
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Question: How confident did ihe frainee sound when overcoming the Challenge?

O Not condident. (0 points)
O Somewhat confident. (1 point)
i Confident (2 poinis)

HKext
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You will now heor a Model Answer Incorporating all the key elements,
Take noles on any lenguoge from jhe Modei Answer thot will Improve your
perfarmuonce.

Click fo hear Model Answer

76 37
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fach elemen] appeors, one ol a fime, os ihe voice containing the elemen! is heord.
The elements slay on the screen so thol in the end aoll of them ore seen.

(For 11 to 15 yeor oldsk
“Fhe Youlh Account is en occounl for our 11 to 15 yecr old Customaers.”

* {Easy access lo your mongy)
“It offers easy cccess te the money.”

{Provided with o Cesh Cord)
“We will provide you with a Cash Card.”

(Withdraw up to $100 a dey with the Cosh Cord)
“You'll be able to withdraw up to $3100 o doy using the Cash Cord.”

(Provided with o Visa Card)
"You'll be able to withdraw up to $500 o doy using the Visa Card.”

(Shop in stores and onfine with Visa Card)
“You con also use the Visa Cord to shop in siore or online.”

fAbilify io sef up direct iransfers into your eccount-idzdl for an allowance)
“You hove the ability lo set up direct transfers of money inke your aceount, which is
ideal if you're gehing on allowance.”

(Pay meney in quickly and easily aver ihe counter)
“You can pay money info your account quickly and easlly over the counfer or..

{Pay money in quickly and easily 1hro.:gh express deposit mochines)
“Through express deposil mochines.”

(Fronster nuinmuhcn[ly to the Yeoung Person’s Account af oge 18):

"Finally, when Jyou ‘re 16 years old, you can transfer your funds aulemalically inlo the
Young Person’'s Accouni which hns its own set of benefits.”

Repeaf Model Answer

rre. 544
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YT O 14 out of 14

Proceed
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Plegse select sne of fhe following froining colegory modules:
+ Tronsaciion Accounts/Sarvices

+ Saovings Accounis

* Personal Lending

* Home Loans

* Inveskmenl cnd Super

* Insurance
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Please select o calegory focus:
+ Product/Service Description
» Product/Service Usoge

* Produet/Service Objections

76, 00
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Uself Account Chollenge
What is the Uselt Account?
Koy Elements {for Fre—Sludy & Cholfangs Answers)

The Uselt Account is...

« A doy fo doy bonk aoccount.

* You ccn withdraw monsy from the lorgest ATM nefwork in Conedo.

* You can have your solary ond ofher direct deposits poid direcily into
the account.

* You con occess the ocgount vie Online Bonking, our Onling Banking
Servige,

« You will have worldwide occess to your [unds through muliple
networks,

P16, FEE
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Onfine Banking Chollenge:
What is Online Banking?
Koy Elements {for Pre-Siudy & Challsnge Answers}

Online Bonking is...
s A secure online banking service.
s You con condect day to day banking through the intermst,
» You con view ond puy bills using Pay Your Bills Onfine,
* You con tronsfer money to linked aoccounts.
e You con revisw your balonces and tronsochions.

G S
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Telephone Banking Cholfenge
What is Tefephone Bonking®
Key Elemenis {for Pre-Study & Choliange Answers)
Telephona Bonking Is... '
s A woy fo do doy to day bonking by ieiephone.
e It is fost ond eosy.
* You can ironsfer funds between linked firsiBonk Accounis.
* You con poy bills via Pay Your Bills Online.
+ |} is ovpilobla 24 hours o doy, 365 deys o ysar.
F1c. J66
El8X
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CHALLENGE SCORE

Overcoming the Challenge 4 out of 5
[mmediacy of Response 1 oul of 1
Confidence 1 oul of 2

G, A
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Qvercoming the Challenge

Immediacy of Response

Cenfidence

SCORING  SUMMARY

Gnline Banking
Uselt Account
Teleghone Banking

Talephone Banking
Uselt Acecount
Online Banking

Uselt Account
Online Banking
Telephone Banking
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