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UBA

UNIVERSAL BANKING ASSESSMENT

The UNIVERSAL BANKING ASSESSMENT measures the job-relevant aptitudes

and attitudes that contribute to success in full-service lobby or universal banker positions.

The UNIVERSAL BANKING ASSESSMENT gives you results you can use for fwo purposes:

First, the UNIVERSAL BANKING ASSESSMENT gives you objective information in the Results Report
to make better selection and promotion decisions;

Second, the UNIVERSAL BANKING ASSESSMENT gives you a targeted, customized Development Report
to focus training and development on the new employee’s specific challenges and strengths.

The UNIVERSAL BANKING ASSESSMENT is a validated employment test that is brought to you by

H E L M

AND ASSOCIATES INC

(800) 886-4356 khelm@helmtest.com

The following pages show you samples of both reports and explain the information you get in them:



What Does the Universal Banking Assessment

Results Report Tell You?

The cover of the Results Report explains the purpose of
The Universal Banking Assessment

What is the Reality Check? Our Reality Check technology
measures how much, or how little, the candidate has tried
to “look good” in the way he or she answered questions on the UBA.

Reality Check is based on empirical analysis of thousands of responses,
and it enables us to adjust results, if that is necessary, so that what you
see on the pages that follow represent the person’s aptitudes and
attitudes accurately.

— —————

UBA

UNIVERSAL BANKING ASSESSMENT

Results Report

For: Sample Bank
Applicant Name: Doe, John

Date Completed: 01/01/2021

The Purpose of the Universal Banking Assessment: To measure a
candidate’s ability to perform the duties and responsibilities required for lobby
and customer interaction for financial institutions, banks, and credit unions.
Note: The UBA is not recommended for assessing munagement and execulive

potential.
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Reality Chack Technology measures the candidete's affort to make a good impression aind adfusts the reswlfs accordingly so
that the resulls i this report mare accurately represent the candidete.
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What the Executive Summary Tells You:

1. The Job Match rating tells you how well your candidate’s abilities and
attitudes match the demands of the job. Most candidates score in the low —to
high-good range, whereas as “poor” and “strong” candidates are less common.

Results Report

Name:  Doe, John Date: D1/ZT/2021 3:58 'y

T — R“}'P/ _— 2. The candidate’s Job Match rating is explained in detail — what are his or her
strengths? What are his or her challenges?

Page2

Job Match rating is based on how well John®s abilities and attitudes match the demands of a Umiversg
duties and responsibilities.

John's Job March: .

Loor Good Slrong

John appears to have average potential for a un[vcmg position. He or she has average practical

intelli and ability to | , and i s take hi r her a little long Ica cw dutics and cdures . . .
R R T R R ISy 3. The Job Match is based on the four factors that the Universal Banking
HElE s Tas avi g Crass selling poicatial and his o Heattioag ahaut band iagrenstomeg eomplalits and Assessment measures. Find out here how this candidate scored on each
questions is average or poor. Tocused training in cross selling basics and in turning complaints i
compliments would be helpiul. faCIOI” .
The Universal Banking Assessment’s Four Factor’
The Universal Bunking Assessment measures four faciors that contribute (o the person’'s epfitude for « . .
e eial Myl el e e oo ol B e Practical Intelligence is the ability to learn, and to use common
PRACTICAL ® knowledge and problem-solving skills.
INTELLIGENCE - . . . . .
Poor Good Song e Customer Service Potential is the willingness to meet and greet
cuSTONIER SERVICE ® people, to initiate conversations while being friendly and pleasant.
POTENTIAL = . . i ..
Toor Ciod Stong e Cross Selling Awareness is the willingness to look for opportunities
Rgss st g 2 to offer products or services to a customer.
AW ANESS
B Gl St e Handling complaints and problems is the willingness to listen
LG ® calmly and objectively to customer complaints, and to use empathy to
COMPLAINTS AND .
PROBIEMS Poor Good Strong, SOIVC them

Turn the page to find more detail about what each of the

For assistance: (800) 886-4356 or kKhelm 3 helmtest.com
& Copyright 1991 - 2021, Helm und Assoviutes, Ine. h ’
AR e el i factors scores mean for this person -




There is a detailed explanation for each Factor:

Results Report

Nume:  Due, John Date: 01/27/2021 3:58 PM

Customer Service Potential

Tohn's Rating [ ]

Poor Ciood Strong,

Customer Service Potential

This factor measures the persen’s willingness and rolerance for ¢xten is or her
willingness 1o approach other people and initiate conversation/contact with thum his or her interest in
being pleasant and [rendly, and his or her preference [or assuming the best about other people.

Wihat John's Results Mean:

‘Lhis person enjoys a good balance betwes
occasionally needing to be by himsell or her: sell. Ihis
know them. All other lhm"\ Dbeing equal, this person enjoys doing (M
hersell. “Lhis person also enjoys occasionally working independently.

ing pleasure lrom interacting with all kinds of people and
; sociable and likes 10 meet people and get 10
¢ wilh others than by hmht:lfur

Training Tips for John:
One of the best ways to canvey intercst in helping bank customers is to establish and maintain a conneetion with them,
everl il you spend only a lew minutes with them. Remind this person 10 mainlain eye contact while the customer is
talking, and nod from time 1o time, especially if he or she must look down at the task in hand, Remind this person, as he or
she is listening, to smile when it is appropriate to do so, and lean toward the customer. ‘These cues tell customers that you
are interested in ihem.

For assistance: (800) 836-4336 or khelm@helmtesc.com

© Copyright 1997 - 2021, Helm and Associaics, Ine.
P.0.Box 2822, Rowlew, TX, 75050 All Rights Reserved
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1. The candidate’s rating for the factor is repeated so that you don’t
/ have to keep turning back to the Executive Summary page

— 2. What the factor measures is explained in detail to help you understand
what was measured.

3. This candidate’s rating is explained in terms of likely job-relevant
behavior. The explanation of what the candidate’s results mean is based
on how he or she answered the customer service related questions on the UBA.

~—

— 4. Training tips that are customized for this candidate are provided. These
training tips are designed to help the candidate overcome any challenges

that his or her preferences might present, and to maximize the power of his

or her strengths. The training tips are practical, brief, and easy for a supervisor

or manager to integrate into coaching feedback.

Remember, there is a separate page like this one for each of the four
factors that the UBA measures.




What Is the Development Report?

The Development Report is addressed directly to the
person who completed the UBA. 1t describes, for that\
person, what he or she said about his or her behavior
preferences in each of four areas measured by the UBA:

e Practical intelligence

¢ Customer service potential

¢ Cross selling awareness

¢ Handling complaints and problems

The Development Report gives you a structured, job-
relevant way to coach a new employee. Use observations from the job
to illustrate the need to work on challenges, and incorporate the

constructive suggestions from the Development Report to address the
challenges.

The Development Report also gives the new employee the
information that he or she needs to self-direct improvement
strategies on the job. The report explains how to develop

a personal Action Plan, and includes a template for actually
creating a personal Action Plan.

Development Report

nnnnnnnnnnnnnnnnnnnnnnnnnn

Name:  Doc, John Date: 01/27/2021 4:00 PM

Page2

Go on to the next page to see a sample of the direct
feedback that the Development Report gives to the new
employee...

Table of Contents

\‘Purpnsc of Development Report: Bhar’s fr It For Folo. oo e 3
/V Practical Intelligence: Your reswdrs amd whar 10 do with tem....ocoivii e

Customer Service Potential: Your results and what fo do withthem................ .5

Cross Selling Awareness: Four resudis and what lo do with them. ...,

~— Handling Complaints and Problems: Your results and what fo do with thet...... i

Creating an Action Plan: How (o use the informetion i (RIS veporL.........oooi e
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We explain to the new employee how to use the .
UBA Development Report

Development Report

Name:  Doc, John Date: 0172772021 4:00 'M Page 3

Purpose of the Development Report explains that the most important ————_| | Perposeof Deselopment Report

Toyal customers are a bank’s life-blood. New customers are turned into loyal customers by outstanding

pLH‘pOSC Of the Development Report iS tO help the new employee use customer service. You were hired because you have strengths that will help you provide outstanding customer
. . . . service. The purpose of this report is to provide you with tools, tips. and techniques that will help you apply
hlS or her Strengths tO pI‘OVlde OutStandlng Customel‘ SCrvice. your strengths to the development of outstanding, customer service habirs.

Here’s [Tow to Think about This Report

HOW tO Z‘hlnk about l‘he report helps the new employee focus on Lvery customer’s visit or call has a purposc, and that purposc has a “story™ behind it. Learn as much as you can
. . L. . . about the customer’s story, because you are going to play a part init. You can either be a hero, helping the
hls or her part 1n provldlng Outstandlng Customer service. customer solve a problem, [ullill a need. or answer a question. or you may be an obstacle thai the customer has

to overcome. Hero or obstacle, the choice is yours.

|y How to Use This Report

HOW fo Use Thls Report glVGS anew employee a StruCtured Way to gO — | » Read this report three times (at least.) Read it first to gel a peneral idea of what 1t includes. Read it
abOIlt USIHg the lnfOI'l’natIOIl ln the GCOI't. In addltlon, the Development ;T)?]I]ld{aljl?2‘;;:m;‘}g;;::;z‘:;ﬂl;md it a third time to highlight the main points, and think aboul how

Report can be integrated into performance feedback and informal coaching.

» Show this report to three special people. Choose three people who have experience working with
you, who seen you in a variety of situations, and whom you see as trustworthy and experienced. Ask
them for their feedback about the report, espeelally parts of it you may disagree with., Use their
feedback and this report to make an action plan for what you will do to improve customer scrvice.

* Review this report once a month for the next three months. [low have you done so far at improving
the quality of customer scrvice you provide? Focus on suggestions vou may have overlooked and work
them into your action plan geing forward.

Now, let’s look at your results beginning on the next page. Tools, tips, and techniques
designed to enhance your ability to provide outstanding customer service are included in each of’
the three core areas.

For assistance: (800) 886-4356 or khelm(ighelmtest.com
@ Copyright 1991 - 2021, Helm and Associaes, Inc,
P.0O.Box 2822, Rowlent, TX, 75030 All Rights Reserved

Go on to the next page to see a sample of this person’s feedback on one of the factors that are measured by the UBA:



This is a sample of one of the four pages in the
Development Report that gives the new employee
direct feedback about his or her results on the UBA.

This page explains the factor, Customer Service Potential.\

Here’s What You Said about Yourself: This section explains what —_—

the new employee said about his or her attitudes about interacting
with people, being friendly and helpful, and being willing to meet
and greet people.

Tools, Tips, Techniques: None of us is perfect, and whether we’ré
dealing with personal challenges or relying on our strengths, there’s
always ways to do better, improve, and be more successful on the job.
This section gives helpful, constructive, and practical tips that are based
on this person’s UBA results.

Everything in the Development Report is expressed in constructive and
helpful ways.

Your Notes: Space is provided for the new employee to make notes,
perhaps as he or she goes over the report with a supervisor or manager.

Development Report

UNIVERZAL BANKING AzzESEMENT

Name:  Doe, John Date: U1/27/2021 4:00 PM Page 5§

[~ Customer Service Potential: 74is facror measures a person’s willingress and rolerance for exrended
conteret with peaple, Bix or her willingness to approach other people and initiale conversation/contacy with
them, his or hev inievest in being pleasant and friendly, and his or her preference for assuming the hest aboul
ather people.

> Here’s What You Said About Yourself:

You enjoy a good balance berween the pleasure you get from interacting with all kindy of people and the
occasional need to be by yourself. You are sociable and you like to meet people and get to know them, All
other ihings being equal, you enjoy doing hings more with others than by yoursell. You also enjoy
occasionally working independently.

Tools, Tips, Technigues

Your customers want to feel that you are interested and care about them. One of the best ways to do this is to establish and
maintain a connection with them, even if' vou spend only a few minutes with them. Maintain eyve contact while your
customer is talking to you, and nod [rom ume o (me, especially il you must look down al your lask. As you are lisiening,
smile when it is appropriate to do so, and lean toward the customer. These cues tell your customers that vou are interested
in them,

YOUR NOTES
Food for thought: What parts of vour results do you agree with? Whar parts do you disagree with? What do
OThers Say GOONT your report?

For assi (HIHI) 8H6-4356 or kh com

© Copyright 1991 - 2021, 1lelm and Associates. Inc.
P.O.Box 2822, Rowlett, TX, 75030 All Rights Reserved

Remember, there is a separate page like this one for each of the four factors that the UBA measures.

Go on to the next page to see a partial sample of the Action Plan from the Development Report.




The 3-page Action Plan template includes an
Explanation of how to begin...

What Is an Action Plan and Why Do You Need One? We give
the new employee some good reasons to make a written plan.

How to get started.... The Action Plan template that follows this
page includes questions and plenty of space for the new employee
To jot down answers.

We explain here how to use the action plan template that follows.

The purpose of the written Action Plan is to involve the new
employee in thinking about how to use his or her strengths more
effectively, and to help him or her see how doing so works to his
or her advantage.

UBA Development Report
Name: Doe, John Date: 01/27/2021 4:00 PM Tage 8

Creating An Action Plan
What Is an Action Plan and Why De You Need One?

We're bombarded every day with ideas, images, thoughts, experiences, and suggestions from other people, and
it’s easy to get distracted. That’s why people make grocery lists: if yvou don’t have a list, you're likely to forget
one or two things vou need. The things we write down fend 1o get done.

Small changes can lead 1o big improvements. Be aware ol your strengths and plan how 10 use them more
ellectively with an action plan.  You can make significant improvement in your customer service by consistenthy
mctking small, simple changes.

How to Use This Action Plan;

Before you hegin, make a copy of the blank Action Plan and set it aside to use for planning future changes vou
may want to make.

Thete are two sections:

« Part A helps you start off by focusing on your strengths so that you can bring them to bear every day.
« DPart B helps you address your less-strong areas by planning small changes that you can make every day.
Grab a pencil and begin the process of becoming a Cuslomer Service Superstar!

At the end of Part B, there is a Customer Service Pledge and a place for you to sign and date your Action Plan.
Signing your action plan is a promise to yourself 10 actually do what you've told yoursell you would do.

For assistance: (8001) 886-4336 or khelm@helmtest.com

@ Copyright 1991 - 2021. Helm and Associales, Inc.
7.0 Box 2822, Rowlelt, TX. 75030 Al Rights Reserved
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UBA

UNIVERSAL BANKING ASSESSMENT

The UNIVERSAL BANKING ASSESSMENT is

e Job Relevant: It measures aptitudes and attitude s that are necessary for successful performance on the job
e Affordable: 1t costs only $25 — or less! — to get all this job-relevant, objective information
e Easy to Use: It takes only about 25 minutes to complete at our secure, 24/7/365 web site, and both reports

are delivered via email within 10 minutes of session completion

Call us today to try it!
(800) 886-4356

H E L M

AND ASSOCIATES INC

khelm@helmtest.com

P. O. Box 2822
Rowlett TX 75030-2822
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