24/7 remote delivery services

« Account Balance ¢ Application Status « Customer Demographics
» Account Status ¢ Outstanding Bill Payments ¢ e Check Book
» ATM Card Issuance ¢ Credit Card Issuance ¢ Pay Order « Demand Draft « Block
Account « Utility Bill Payment « Address Change ¢ Bank Statement « Stop Check
e Transfer Funds ¢ « Unique Case Origination ¢ Data
Capturing and Validation « Multiple Escalation and Reporting Levels ¢ Turnaround
Time Monitoring « Complaint Resolution « Data Cleansing
» Market Research ¢ Mystery Shopping * 24/7 ATM facility
Deposit / Withdrawal at any branch « PO/DD Pick Up ¢ Loan Payoff ¢
e Data Transcription ¢ « Statement Faxback ¢ Banking Bills ¢
» Mini Statements ¢ Account Balance ¢ Request a service .
Pay Bills ¢ Transfer Money * Account Balance ¢ Mobile Top Up « Card Payments
e Mini Statements e e Request E-Brochure ¢ Statements

back-office services

* BPO Account Opening * Customer Information Updates

* Loan Application Transcription ¢ Verification ¢ Utility Bill Payment
e Card Request ¢ Dispatch ¢ Monitor « Account Statement e
Replacement « Renewal ¢ « Voice Verification ¢ Profiling Report

24/7 managed IT services

* User Helpline ¢ Incident and Change Management System e
Custom Escalation Matrices ¢ IT Resource Management ¢ Troubleshooting °

Configuration Management .
Server Monitoring  Server Capacity Planning « Server Performance Management
« Incident Generation and Resolution ¢ « Configuration
and Faults ¢ Traffic Analytics and Load Balancing ° e MPLS

Connectivity « Private Line Data ¢ Point to Point VPN e
e Hosting ¢ Security ¢ Disaster Recovery ¢ IS Policy Implementation




Outsourcing customer interaction management has never been easier. TRG’s
optimized approach can save your bank up to 30% in total cost of ownership.
We are experts in managing a highly productive workforce while ensuring
that customer interactions are handled consistently and professionally across
channels.

From our selective recruitment with background checks, to extensive foundation
training with banking modules, to rigorous quality assurance and compliance
audits; our six sigma project management methodology can get your bank's
core banking applications integrated with TRG's customized contact center
technology, ready for consumer launch in a matter of weeks at any of TRG's
secure facilities.

TRG's proprietary Automated Call Distribution software and Interactive Voice
Response platform enables intelligent call routing based on flexible workflows.
Incoming phone calls, e-mails, web chats, e-fax, are easily routed by agent
skill set and availability, customer profile, and real-time caller responses to
IVR prompts.

Gain deep customer insight with real-time and historical reports into a broad
range of customer communication metrics such as average handle time, hold
time allowing you to proactively address issues. Our proprietary Quality
Calibration tool can be leveraged across the enterprise for real-time monitoring
of all recorded calls and for evaluation and feedback.

Handling customer complaints can now go beyond first call resolution. You
can identify escalation workflows within the bank, while TRG monitors the
turnaround time.

Our information security measures are one of the best in the financial services
industry and are in compliance with US Payment Card Industry standards.
Customer data is kept secure through firewalls, intrusion detection systems,
pro-active fault management and multi-layer anti-virus software. Data
Encryption is used to transmit sensitive information. Authentication and
access controls are in place to contain fraudulent activity.

Physical access to TRG facilities is controlled by magnetic swipe card and
bio-metric systems. External building entrances and internal production areas
are monitored by digital CCTV recording.

Our dual data centers fully fail-over in the event of a disaster. A redundant
MPLS network and “hub and spoke” system approach distributes all processing
functions, and call center applications to an array of servers at multiple
redundant sites, allowing us to instantly restore communications services
and data processing. Emergency responses in case of telecommunications
outages follow auto-failover to our redundant telecom lines.

www.trgworld.com/pakistan
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