Script & Questionnaire
Survey on Priority Banking customers

“Dear Sir/Madam, Assalamualaikum & Good morning/afternoon!”

“I am <CC official’s Name> calling from BRAC Bank Call Center to conduct a survey on the quality of service provided by our Relationship Manger. May I have a few minutes of your time now please?”

<if answer is ‘No’> : The agent will ask for a suitable time to call later and thank the customer. S/he will wait for the customer to hang-up the line to end the call.


<if answer is ‘Yes’> : The agent will proceed to ask the following questions.


1. Dear Sir/Madam, do you know the name of your RM? (YES / NO)

2. How often does your RM contacts/meets you? (Comments to be captured)

3. Does S/he inform you about the latest offerings and benefits? (YES / NO)

4. How knowledgeable do you feel your RM is to cater to your queries/requirements? (Comments to be captured)

5. Is your RM always available over phone? (YES / NO)

[bookmark: _GoBack]6. In case of requirement, when you ask RM for something, do you need to follow up for the service?

6. On a scale of 1-10 with 10 being the best score, how would you rank him/her?

7. How do you like our lounge service? Please rank on the scale of 1 to 10.

8. Please comment on a desired service that you want us to offer that you already enjoy in some other bank as PB client.

“Thank you so much Sir/Madam for your valuable time and comments. At BRAC Bank, we always thrive to ensure the best service and enjoyable experience for our values customers! We always look forward to your kind support and guidance towards continuous improvement. May you have a happy day, Allah Hafez.”
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