CO

QuUEST

Professional Center

dualyial dwjai 4yga

1007 aygall pa)

jftnillg drapanll Gllnell

quest-training.com

N\

cloaall g

drammnll Gloadlig dllnell
darapanll Aloaallg jloiiwilig Jugaill |

puadill ddyh a0l
SJgHa plis
QL i Clunygh a4y



1007 &jgall pdy 2L Cungh dSpin

6)gall Llc dnle Aphi

“anle it

Aclas pghi Jl waagy tolaio Ealfal ugai Bolip **aloaill A jioillg dlamaoll aldnell** 4jga 19]
alnad piadi en dalle dclaq dlampanll alloell )la] Lle pgijad jpjeig amnll glhdll g Jilolell
clhdall Lalg¢m6UI dcjlwinll alghill Jh ag Suwngall clalll peaig cilnell Lhy (Gdai diinin diamn
sl awamall alwwdall caunl cilnell ciledagi clajjlg .anapl aloaall aylfiall jLiidlg . JLall
ddalging dlledag dinl d&lapo aloas pladi gani sill dlnell aljlgnllg aiomill aajenll ¢lini jalga
anhiill ablhinll gn

«Awngdl alilnellg ablwall djla] go l2ar.diapnll allnell dnadinllg duulwil pialanll e anlifll jap
cllnoll dyai jjeig aulnaall daga (wai I lgng aiemill aldapllg abguillg alegaanll ajlab ljgjn
Ao nill aclasll gaj e jojill go damall alilaell gjla] L4 dnllell alwylaoll Jhal ayeiug lns
aamall alelpilg alwluwll Jiodl Guaaig adalall hilgall jjeig clhaill Juldig

aglall alunndnll g alaill jolic pal aal ojlich @naall g jinill pgganl ju4 lalnial aolipl gl lna
«cllnell sglai éylalg .anaall daga Juuaig (Jinell Jga jganii daldi eliy adlwi e ggaylinll wyeig
GLanig dpnwgall deowll jjei A pguy Loy cllnell Ly algiuwo gulidg (Sigall Jolgill aljlgn pghig
Aolaimo aunalii djin

A jnillg dlamoll alidlaell** jga ainicllnell doas (a jinillg uedill joill gu aoall Ju4 gog

20)g Uil clalll guwai e paaclui Sill daall abagiollg ddaell algalll giajlinll *aloaall

walaal gan Loy aalianll aljladl gu ggleill jijeig Acla4r aligdmill jhlanll ajlalg ilnall Aaga
.claill dnlaiwlg cllnell Ly sgiwn gapg damoll dunwngall

gl i

Syl anlipll Jua aiemill aljlagl walitn gy ddiell pgag diamnll allnell djga Julai *

Aol elhalll Juldig adallg dclaall (Gany Loy damoll alloell Araii "”"L:’dLHLLLIJLD_DJl‘LD_CI' |(9J.Lb.l i*

01/10 quest-training.com



1007 cygall pay QdLinyi Gungh dapin

arapanll alilnell e lapili o 22l dunlio anlé) clelpl 2ngg dliemill hlanll pudi*

-Aaln) jjeig cilnell alhlizl Ui djinin digsnn Alnai padi aljlgn jghi*

Juanill aya alyialg gubdall ahila clal alpngn plaaiwl digmnll alnall daga pudi*

4alianll wadlgall _a cllnell LAy daleiwlg sgladll gjlalg cllnell go Jnigill dllea aullwf Agaii *
.01l dagag diliemill delasll peay Loy alcljallg abilnell juwail dilnc aljalo pioni*
.Alolain d&lamn @i (Guanil cilnell dnas aljlalg dliemill aljladl gu ggleill jjoi *

AlnaAll dagag ulilnell Aclas deilin a clalll wlpigo pladiwl e djaall guuai

awwdall dryilfwlll wlalllg dndhiill allhinll go cilnell dnasg ddmnll alilnell dnclgn *
4aamaoll

*aaapiunll aiall**

gl awgmnall aililnell pgiliggun hiiji goo @llall aluwdallg elgildl g gilolell djgall 0aa ook
.£gall span asagimall aiall Jouiig . bl clafll guuai gi ggpall a)1a] gi cilnell clnaall pjadi
dllnell ahgog wllnell _aniing pludill clugyg aamall allnell spang ggpall Span wlgig
alegaanll Jggung .cllnell go aldllell spang «bluall Jggwog .cllnell dnad ahgnog .dlamall
agmnll Jlnidl jalio g gilolellg .ailgaillg

i gjlalg .aagall glang adalall aildyllg .alieiill jalhall djlalg Jlioll Jgguwn dygall cuulii los
SHa0g auaiill abldll ] dala b alloell guuaig . adil Jgaillg Jlaclll pghi g)lalg Jioell

loaall padi g aill go el ailigiun Guinig adpaall aliaell aclas jijoi L guéll aljlayl
+nloill alapan®

e ljal ¢jliall ggaws ~aloaall g joillg awapaall ciliaell™ éjga g

il el fll (i aya aianig damall alilaell Julai

Aanienll Alelpylg alwluull §ag ddag delaq aapnall cildaell i *

aiomill clhaill o aallg aliomill hlaoll d)la) ;salio Gui *

02/10 quest-training.com



1007 cygall pay QdLinyi Gungh dapin

p:cllg jjeig cilnell alalinl e j9)i dalfial diamn aloas pladi*

Jalall dxgag alhhiwll dcpu (Gdai dralyinl [ plaaiml cilnell sglam djla) *
.Aamaoll alnaall dagag alllnell acla4 gulidl clalll alpngo pladiwl *
aamnnll Joell diy (p habill jioillg dagall guuai algal Guhi *

.Alolain d&lamo @i (Guanil cldnell dnas aljlalg ddiomill aljladl o Guoiill jijei*
aamall alilnell aaii elifl adalall alapllg Jliioul cldhing plfldl*

Auwwdoll Jala alnaall daga (runaig damnll alilnell yghil dilnc dhs alacl *
*_aloll sgianll**

“*anaall g jinillg duamnoll aldnell Ciluwld :Jgdll pgul**

allall alwwdall g lpiinalg diapanll alilnell pggan *

dalinnoll uIJIJyIJIgaig ¢lginll ULLQ_u.IJ.“ Jagll *

bl a&amoll aloasllg alaiioll *

SAraall clhall g cilaell éoas g joill ;salin*

anaall (i gaja aanig dapnall abilaell §jga Julai:_lac Guhi*

“aclaq) aigmall alloell )] :Lilill pgd

abbwnall aia allncg dammnll ablwall éyla) *

dbiguillg alhgaillg gaall alilne &ylal

aemill alelpdl humig allnell dclaq unai*

aamall aldnell (e dildyllg daslall hylgall

aheiill aclasll gaj yapa aanig Joell dlelp] pudi: Jac Guhi *

+liin g G3gallg aledill jhlanll éjla) :culill pgy**

03/10 quest-training.com



1007 &jgall pdy 2L Cungh dSpin

digmall allnell 4 aiemill jhlanll *

anthiill alwlunllg JUinldl aldhio *

aamnoll caloaall Aaga Gulidg aagall aahil *

aloaallg allnell dapuill claill alpihgo *

duliehill aldyll guunig alaall élal Jga cills wlja:ac Guii *
aldulell glalg cllnell 4014 4 jalll :gilyl pgull*

clnoll jinin digpno Qi clip *

clnoll ga _alindl Jnill aljlgo *

daenll cadlgall dalleng cllnell sglawm ajla] *

cilgll jyj=ig cllnoll Ly Aaleiwl clgilfwl *

cllnell doas wljlgo pghil edlg wadlgn Jiini:loc Guhi*
»aamall allnell i Lol Jgaillg jniwall guumill ;guoll pgd*
awmnall allaell 4 jaimall guuill alagio *

awarnall aloaillg allaell Lle Lol Jgail jif *

Gl il plai alaclg cladll gula *

aloaall piadi a jioillg Sluedill jinill aalai eliy *

dww@oll Jala alnadll Lajinillg dlamoll alllnell yghil dlolSin d&iaaii dhi alac| :awnlizdl aaygll *

aamall

04/10 quest-training.com



1007 &jgall pdy 2L Cungh dSpin

dygall whal

Analyze the end-to-end banking operations lifecycle and accurately identify operational

responsibilities across banking functions by the end of the course.

Apply best practices in banking operations to improve transaction processing accuracy, efficiency, and =

service consistency during practical learning activities.

Evaluate operational risks and implement appropriate internal control measures to strengthen =

compliance and reduce operational disruptions throughout the course.

Develop customer service strategies that improve responsiveness, professionalism, and customer =

satisfaction within banking environments.

Assess service quality using measurable performance indicators and recommend practical =

improvements based on operational scenarios.

Implement effective communication techniques to manage customer interactions, complaints, and =

service recovery professionally during course exercises.

Design practical process improvement initiatives that enhance operational efficiency while maintaining =

regulatory and organizational requirements.

Strengthen collaboration between operational teams and customer-facing departments to support =

seamless banking services and improved customer experiences.

Improve decision-making by applying operational performance metrics, quality management =

principles, and service excellence standards to realistic banking situations.

Align banking operations and service excellence practices with organizational objectives, regulatory =

expectations, and customer-focused business strategies before course completion.
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This course is designed for professionals responsible for banking operations, customer service delivery,
operational control, and branch performance within retail, corporate, commercial, and Islamic banking
environments. It is particularly valuable for banking operations officers, branch managers, assistant
branch managers, customer service managers, relationship managers, operations supervisors, banking
administrators, and professionals responsible for transaction processing, account management, payment

operations, and service quality.

The programme also benefits operational risk professionals, compliance officers, quality assurance
specialists, internal control teams, business process improvement specialists, digital banking
professionals, call center supervisors, customer experience managers, and professionals involved in
banking transformation initiatives. Executives responsible for operational excellence, service strategy,
organizational performance, and continuous improvement will gain valuable insights into integrating

operational efficiency with customer-centric service delivery across their institutions.
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By the end of this Banking Operations & Service Excellence course, participants will be able to:

Analyze the structure and operational workflow of modern banking institutions and identify =

opportunities for operational improvement.

Execute banking operational processes with greater accuracy, consistency, and adherenceto =

established policies and procedures.

Apply operational risk management principles to identify, assess, and mitigate risks affecting banking =

operations.
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Deliver professional customer service that enhances customer satisfaction, trust, and long-term =

relationship management.

Resolve customer complaints using structured service recovery techniques that protect institutional =

reputation and customer confidence.

Evaluate operational performance using key performance indicators and recommend practical =

improvement initiatives.

Implement quality assurance practices that improve operational consistency and service excellence =

across banking functions.

Improve collaboration between customer-facing teams and operational departments to enhance =

service delivery.

Strengthen compliance awareness while maintaining operational efficiency and customer-focused =

service standards.

Develop practical action plans for improving banking operations, service quality, and organizational =

performance within their respective workplaces.

0jgall jglan
Day 1
Foundations of Banking Operations and Customer-Centric Banking

Overview of the banking industry and operational environment =

Roles and responsibilities within front-office, middle-office, and back-office operations

Core banking products, services, and operational workflows

Customer expectations in modern banking and the principles of service excellence =
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Practical application

Mapping operational processes and identifying service improvement opportunities

Day 2

Operational Excellence in Banking Services

Account opening, maintenance, and customer onboarding processes =
Payment systems, transaction processing, clearing, and settlement operations =
Operational efficiency, process standardization, and workflow optimization =

Internal controls, segregation of duties, and operational governance =

Practical application

Evaluating banking operational processes through real-life case discussions

Day 3

Risk Management, Compliance, and Service Quality

Operational risk identification and mitigation within banking operations =
Regulatory compliance and operational responsibilities =
Quality assurance frameworks and service quality measurement =

Key performance indicators for banking operations and customer service =

Practical application

Risk assessment exercises and operational control evaluation
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Customer Service Excellence and Relationship Management

Building customer trust through professional banking services =
Effective communication techniques for banking professionals =
Managing difficult customer interactions and complaint resolution =

Service recovery strategies and continuous customer experience improvement =

Practical application

Role-playing customer service scenarios and developing service excellence solutions

Day 5
Continuous Improvement, Digital Banking, and Operational

Performance

Continuous improvement methodologies for banking operations =
Digital banking transformation and operational implications =
Performance measurement, reporting, and operational improvement planning =

Building a sustainable culture of operational excellence and customer service =

Final workshop

Developing a comprehensive Banking Operations & Service Excellence implementation plan tailored

to participants' organizational environments
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