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Fundamentals of Personal Banking
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What Will | Benefit?

This course provides an in-depth understanding of the
core principles of retail banking, focusing on customer-
centric services, financial products, operational
processes, and the regulatory framework that governs the
retail banking industry. Participants will learn about the
essentials of managing customer relationships, improving
operational efficiency, and offering a variety of banking
products in a competitive marketplace.

Course Objectives

At the end of this course, the participants should be able

to:

* Understand the structure and functions of retail
banking institutions.

* Analyze the different retail banking products and
services, including personal loans, mortgages, and
deposit accounts.

* Apply effective customer relationship management
(CRM) strategies to enhance customer satisfaction
and loyalty.

* Recognize the importance of regulatory compliance in
retail banking operations.

* Address emerging trends in retail banking, including
the role of technology, digital banking, and financial
inclusion.

* Evaluate operational processes in retail banking,
focusing on efficiency, risk management, and
profitability.

Target Audience

*  Banking Professionals (relationship managers,
branch managers, loan officers, customer service reps)

*  Financial Services Employees (fintech, digital banking,
banking operations)
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Business Development and Strategy Managers in

retail banking

Course Outline

» Introduction to Retail Banking
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* QOverview of retail banking: Definition, history, and R
key services. Jloaadlg .oyl .cagpeill alpalll cajlonll (nle aole épad *
* The role of retail banks in the economy and financial Al
system. ol plhillg slniddl né ool cajlnolljga *
* Structure of retail banking institutions and Aunhidl aliganllg sl il ol luwdoll JSue  *

organizational components.

» Retail Banking Products and Services
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* Types of deposit products: Savings accounts,
checking accounts, and term deposits. ol ailaglig
* Loan products: Personal loans, mortgages, auto warall.aylaell ygodl .aunainll parall agrall alaiio *
loans, and credit cards. laiill alélayg il
* Investment products: Fixed deposits, mutual funds, hhag Jaiiwll @slio ablill afrgl :laitwll Glaiis *
and retirement plans. N
* Digital banking products and services: Online and 2eladl
mobile banking platforms. <Ojlnalig dipill dlaio alabll colnall dloasg Gladio *
» Customer Relationship Management (CRM) in Jgonoll cailgll pe

Retail Banking
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* Principles of customer relationship management in
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* Techniques to enhance customer experience and 2gy blaibllig ellnolldyad gruni abiaj
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* The role of personalized banking services and digital cllnoll alalle

channels in CRM.
* Managing customer expectations in the digital age.
» Risk Management and Operational Efficiency
* |dentifying and managing risks in retail banking:
Credit risk, operational risk, market risk, and liquidity
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* Improving efficiency through automation and T ) E
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* Fraud prevention and cybersecurity in retail banking. Jliollg drodhiill aipll «
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* Overview of key regulations in retail banking. olhlulg ajssall daiyl )l anghiil ligll g *
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* The role of financial regulators: Central banks and
financial authorities. E
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* Compliance requirements in retail banking: KYC *
(Know  Your Customer), AML (Anti-Money bl angnall glgdg . (AMLYlgo Ul Juwe analan
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* The impact of regulations on retail banking
operations and customer trust.
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» Emerging Trends and Challenges in Retail Banking
* The digital transformation of retail banking: Online
banking, mobile banking, and the use of Al.
* Therise of fintech and its impact on traditional retail
banking.
* Financial inclusion: Offering banking services to
underserved and unbanked populations.
* Trends in customer behavior: Shifting expectations
and the demand for personalized banking services.
» Future of Retail Banking
* Innovations in retail banking: Blockchain, digital
wallets, and peer-to-peer lending.
* The future of branch banking: The rise of digital-first
models.
* How retail banks can stay competitive in a rapidly
evolving financial landscape.
* The role of sustainability and ESG (Environmental,
Social, and Governance) in retail banking.

Target Competencies

* Knowledge of retail banking products and services
(deposits, loans, investments)

* Ability to apply customer relationship management
techniques to enhance satisfaction

* Understanding of risk management strategies and
operational efficiency

* Familiarity with regulatory compliance and financial
regulations in retail banking

* Awareness of emerging trends in digital banking,
fintech, and financial inclusion

* Skills to navigate the future of retail banking, focusing
on innovation and sustainability Target

Course Methodology

This training course will be carried out through the use of
best practices and the right combination of engaging and
purposeful tools such as:

% Practical, relevant case studies

* Group activities and workshops

* Related role plays

* Experiential learning

* Brain storming
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* Stimulating mental activities 6jano Auim) ahuil *

* Engaging team competitions

* Suitable training Videos

* Presentations

* Self-assessments Juuogillppell

* Learning with Simulations and Games Al opai =
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10-14/8/2025 30/11-4/12/2025 2025/12/4-11/30 2025/8/14-10
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