4.0 Teiomarketing Etiquettes

PRE CALL

No calls prior to 0930 Hrs or post 1900 Hrs unless specifically requested.
- No-serial dialing

- No calling on lists unless fist is cleared by team leader

DURING CALL

- |dentify yourself, your company and your principal

- Request permission to proceed

- If denied pemmission, apelogize and pelitely disconnect.

- State reason for your call

- Always offar to call back on landiine, i call is made to a cell number

- Naver interrupt or argue

- To the extent possibie, talk in the language which is most comfortable to the prospect
-—Keepthe-conversation limited to busifiess mafters :

- Check for understanding of "Most Important Terms and Conditiens” by the customer if  he plans

to buy the product

- Reconfirm next call or next visit details g

- Provide your telaphone na, your suparvisor's nama or your bank officer contact details if asked for

by the customer.

- Thank the customer for his/her time

POST CALL

- Customers who have expressed their lack of interest for the offering shoulid not be called for the
next 3 months with the same offar

- Provide feedback to the bank on customers who have expressed their desire to be flagged "Do
Not Disturb®

- Never call or entertain calls from customers regarding products already sold. Advise them {o
contact the Customer Service Staff of the hank.

5.0 Gifts or bribes ‘
TME/BDE's must not accept gifts from prospects or bribes of any kind, Any TME/BDE offered a
bribe or payment of any kind by a customer must report the offer to his/her management.

6.0 Pracautions to be taken on visits/ contacts
BDE should :
+ Respect personal space - maintain adequate distance from the prospect.

Not entar the prospect’s residence/office against hisfher wishes;
Not visit in large numbers - i.e. not more than ane BDE and ane superviser, if required.
Respect the prospect's privacy.
If the prospeci is not present and only family membersfofiice persons are present at the
time of the visit, he/she should end the visit with a request for the prospect to call back.
» Provide histher telephone number, supervisar's name or the concamed bank officer's

contact details, if asked for by the customer,
+ Limit discussions with the prospect to the business - Maintaln a professional distance.
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7.0 Other important aspects - Appearance & Dress Code
BDE's must be appropriately dressed -

For men this means

-Well ironed trousers;

- Well ironed shirt, shirt sleeves preferably buttoned down.

For women this means .

- Weli iraned formal attire (Sares, Suit etc.);

- Wall groomed appearance.

Jeans andfor T Shirt, open sandals are not considered appropriate.



