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:Course Introduction / Overview

The role of the retail banking branch manager has evolved dramatically from a purely operational supervisor to a
strategic business leader. This comprehensive training course is designed to equip current and aspiring branch
managers with the multifaceted skills required to excel in today's competitive financial landscape. The program
delves into the critical pillars of modern branch management, including operational excellence, sales leadership,
robust risk and compliance oversight, and effective team motivation. We will explore concepts championed by
leading academics like Philip Molyneux, whose work in banking and finance, such as insights found in texts like "An
Introduction to Global Financial Markets,” highlights the dynamic nature of the industry. This course moves beyond
theoretical knowledge, focusing on practical application and strategic thinking. BIG BEN Training Center has
developed this curriculum to empower participants to drive branch profitability, enhance customer satisfaction,
and navigate the challenges of digital transformation, ensuring their branch not only runs smoothly but thrives as a
center for growth and customer relationship excellence. Participants will leave with a clear roadmap for
implementing best practices and leading their teams to achieve outstanding performance results in a rapidly

.changing banking environment

:Target Audience / This training course is suitable for

.Branch Managers e

Assistant Branch Managers e

.Retail Banking Operations Managers e

.Customer Service Managers in Banks e

.Senior Tellers and Personal Bankers aspiring to management roles e
.Relationship Managers and Team Leaders e

.Heads of Branch Networks e

:Target Sectors and Industries

.Commercial and Retail Banks e

.Credit Unions and Cooperative Banks e

.Savings and Loan Associations e

.Microfinance Institutions e

.Governmental Financial Agencies and Central Banks e

.Financial Services and Investment Companies e

:Target Organizations Departments

.Retail Banking Division e
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:Course Offerings

:By the end of this course, the participants will have able to

.Master the core principles of retail banking operations and workflow optimization e
.Develop and implement effective sales strategies to boost branch profitability e
.Lead, motivate, and manage a high-performing branch team effectively e

.Ensure strict adherence to regulatory compliance, including AML and KYC protocols e
.Enhance customer experience and build long-term client loyalty e

.Manage operational risks and implement robust security measures e

.Analyze branch performance metrics and make data-driven decisions e

.Navigate the impact of digital banking and FinTech on branch operations e

:Course Methodology

This training course from BIG BEN Training Center employs a dynamic and interactive learning methodology
designed for maximum knowledge retention and practical application. We believe that adult learning is most
effective when it is engaging, relevant, and participatory. The methodology is built upon a foundation of expert-led
instruction combined with collaborative learning activities. Participants will engage in in-depth analyses of real-
world case studies, dissecting the successes and failures of various branch management strategies. Interactive
group discussions and brainstorming sessions will encourage the sharing of diverse experiences and perspectives,
fostering a rich learning environment. Role-playing scenarios will be utilized to simulate challenging customer
interactions and team management situations, allowing participants to practice and refine their skills in a
controlled setting. The course also incorporates practical exercises, problem-solving tasks, and the development of
a personal action plan to ensure that the concepts learned are directly transferable to the participant’s workplace.
Continuous feedback from the instructor and peers is a key component, ensuring a supportive and growth-oriented

.training experience

:(Course Agenda (Course Units

Unit One The Foundation of Modern Retail Branch Management

.The Evolving Role of the Branch Manager in the Digital Age e
.Overview of Retail Banking Products and Services e

.Understanding the Banking Regulatory and Legal Framework e

.Key Financial Statements for a Bank Branch

.The Customer Journey and Experience Mapping e

.Fundamentals of Banking Ethics and Professional Conduct

.Introduction to the Competitive Banking Landscape e

nvo Mas : Do s s and Service Excellence
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Unit Three Driving Sales, Growth, and Profitability

.Developing a Strategic Branch Sales and Marketing Plan

.Leading a Proactive Sales and Service Culture

.Advanced Techniques in Cross-selling and Up-selling Financial Products
.Customer Relationship Management (CRM) Strategies

.Conducting Effective Needs-based Conversations with Clients
.Managing the Branch’'s Loan and Deposit Portfolio

.Analyzing Branch Profitability and Contribution Reports

Unit Four Leadership, Team Management, and Development

.Principles of Effective Leadership in a Banking Environment
.Recruiting, Onboarding, and Training Branch Staff

.Setting Performance Goals and Conducting Appraisals
.Coaching, Mentoring, and Developing Team Members
.Managing Conflict and Fostering a Positive Work Environment
.Effective Communication and Delegation Skills

.Leading Change and Innovation within the Branch

Unit Five Advanced Risk Management, Compliance, and Strategy

.Understanding and Managing Operational Risk

.Anti-Money Laundering (AML) and Know Your Customer (KYC) Compliance
.Fraud Detection, Prevention, and Reporting Procedures

.Fundamentals of Credit Risk Assessment for Retail Loans

.Navigating the Impact of FinTech and Digital Disruption

.Developing a Future-Ready Strategy for the Branch

.Personal Action Planning for Continued Professional Growth

:FAQ

?Qualifications required for registering to this course

.There are no requirements
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How long is each daily session, and what is the total number of training hours for




As digital channels become dominant;

What unique qualities does this course offer compared to other
7courses

This course distinguishes itself by offering a holistic and forward-looking perspective on branch management,
moving beyond siloed training in either operations or sales. It integrates these critical functions with the essential
pillars of leadership, risk management, and strategic adaptation to the digital era. While other programs may focus
on procedural knowledge, this curriculum emphasizes the development of strategic thinking and decision-making
capabilities. We utilize a case-study-heavy approach, drawing from contemporary challenges and successes in the
global banking industry to provide practical, actionable insights. The content is meticulously structured to build
skills progressively, starting with foundational principles and advancing to complex strategic challenges like
managing the impact of FinTech. A significant differentiator is the focus on the "manager as a coach,” equipping
participants with the tools to not only manage their team but to develop and inspire them. The course is designed
not just to create competent operational managers, but to cultivate well-rounded banking leaders who can drive

.sustainable growth and navigate the future of retail banking with confidence and strategic foresight
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