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ABOUT THIS BOOK

Publication & Use Note

This eBook is designed as an educational and
professional-development resource for trainers, learners, managers
and financial-services teams. It uses an international, region-neutral
approach. Laws, supervisory rules, reporting thresholds, product
permissions and regulatory procedures vary by jurisdiction and
change over time. Readers must consult current official
requirements and their organisation’s approved policies before
acting on regulated matters.

The examples are fictional and are intended for learning. They do
not constitute legal, investment, credit, tax, accounting or
compliance advice. The eBook does not replace role-specific
authorisation, formal qualifications, internal procedures or expert
advice.

WORKING PRINCIPLE
Learn the principle, check the applicable rule, follow the approved
process, document the decision, and escalate uncertainty.
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0

PART

The BFSI Industry Foundation

This part establishes the industry map: what BFSI includes,
who participates, how value is created, how functions
connect and what different roles contribute.

IN THIS PART

Chapter 01 Understanding BFSI

Chapter 02 The BFSI Ecosystem

Chapter 03 How BFSI Businesses Create Value
Chapter 04 Key Functions in BFSI

Chapter 05 BFSI Roles & Career Landscape
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CHAPTER 01

Understanding BFSI

LEARNING OBJECTIVE
Define banking, financial services and insurance; distinguish the
sectors while recognising their overlap.

01 Learn

Understanding BFSI matters because BFSI work combines customer
trust, financial consequences, information sensitivity and process
dependencies. A reliable professional begins by clarifying the
purpose of the task, the people affected, the information available,
the boundaries of their role and the standard that defines a good
outcome. The aim is not to follow a script mechanically; it is to apply
sound principles consistently while recognising when a situation
requires a policy check or escalation.

02 Understand

A practical way to apply this topic is to work through five questions:
What is the customer or business trying to achieve? What facts are
known? What assumptions still need checking? What risks or
trade-offs matter? What action is permitted, useful and
proportionate? This sequence reduces rushed decisions and helps
employees explain their reasoning.

© STDS CGlobal. All rights reserved. www.corporatetraininglibrary.com 06
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WORKPLACE EXAMPLE

A customer may use a deposit account, payment app, investment
service and insurance policy, yet each service has a different
purpose and risk profile.

A practical framework

Purpose: state the outcome in one sentence.

Evidence: distinguish verified facts from estimates,
interpretations and missing information.

Options: consider at least two reasonable courses of action when
the situation allows.

Control: check authority, required approvals, customer consent
and documentation.

Closure: confirm the owner, next step, timing and evidence of
completion.

03 Think

What is the most common failure mode in understanding BFSI in

your environment: lack of knowledge, unclear process, time

pressure, incentives, poor hand-offs or reluctance to escalate?

What evidence supports your answer?

© STDS CGlobal. All rights reserved. www.corporatetraininglibrary.com 07
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CHAPTER 01 - APPLY AND PRACTISE

Understanding BFSI

04 Apply
Use the worksheet below with a real but non-confidential work

situation. Do not include customer identifiers, account details or
restricted information.

Application prompt Your notes

Situation and desired outcome
Facts verified

Information still needed
Customer / business impact
Risks, controls or approvals
Action, owner and deadline

Evidence that the action worked

05 Practise

SCENARIO

A customer may use a deposit account, payment app, investment
service and insurance policy, yet each service has a different
purpose and risk profile. You have limited time and incomplete
information. Work individually for three minutes, then compare
approaches with a partner. Identify the first action, the check that
must not be skipped, and the message you would give to the
customer or colleague.

www.corporatetraininglibrary.com 08
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06 Discuss

Which part of the situation is a fact, and which part is an
assumption?

What would make the proposed response unsafe, unfair or
outside your authority?

What should be documented, and who needs to know?

What system or process change could prevent a repeat problem?

07 Check

Quick check: choose the strongest response.

A Actimmediately to appear responsive, then document later if
time allows.

B Verify critical facts, follow the approved process, communicate
realistic next steps and record the outcome.

c Ask a colleague to make the decision without sharing the
context.

BEST ANSWER
B. It balances responsiveness with accuracy, control, transparency
and accountability.

08 Act

Within the next five working days, practise one behaviour from this
chapter. Ask a manager or peer to observe it, request one specific
piece of feedback, and record what you will repeat or change.

© STDS CGlobal. All rights reserved. www.corporatetraininglibrary.com 09
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CHAPTER 16

Handling Customer Complaints

LEARNING OBJECTIVE
Acknowledge, clarify, own the next step, resolve within authority
and record the outcome.

01 Learn

Handling Customer Complaints matters because BFSI work
combines customer trust, financial consequences, information
sensitivity and process dependencies. A reliable professional
begins by clarifying the purpose of the task, the people affected,
the information available, the boundaries of their role and the
standard that defines a good outcome. The aim is not to follow a
script mechanically; it is to apply sound principles consistently while
recognising when a situation requires a policy check or escalation.

02 Understand

A practical way to apply this topic is to work through five questions:
What is the customer or business trying to achieve? What facts are
known? What assumptions still need checking? What risks or
trade-offs matter? What action is permitted, useful and
proportionate? This sequence reduces rushed decisions and helps
employees explain their reasoning.
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PART 01 - THE BFSI INDUSTRY FOUNDATION Corporate Training Library

WORKPLACE EXAMPLE
Do not argue about intent; focus on the impact, facts, remedy and
prevention.

A practical framework

- Purpose: state the outcome in one sentence.

. Evidence: distinguish verified facts from estimates,
interpretations and missing information.

. Options: consider at least two reasonable courses of action when
the situation allows.

. Control: check authority, required approvals, customer consent
and documentation.

. Closure: confirm the owner, next step, timing and evidence of
completion.

03 Think

What is the most common failure mode in handling customer
complaints in your environment: lack of knowledge, unclear
process, time pressure, incentives, poor hand-offs or reluctance to
escalate? What evidence supports your answer?
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CHAPTER 16 - APPLY AND PRACTISE

Handling Customer Complaints

04 Apply
Use the worksheet below with a real but non-confidential work

situation. Do not include customer identifiers, account details or
restricted information.

Application prompt Your notes

Situation and desired outcome
Facts verified

Information still needed
Customer / business impact
Risks, controls or approvals
Action, owner and deadline

Evidence that the action worked

05 Practise

SCENARIO

Do not argue about intent; focus on the impact, facts, remedy and
prevention. You have limited time and incomplete information.
Work individually for three minutes, then compare approaches with
a partner. Identify the first action, the check that must not be
skipped, and the message you would give to the customer or
colleague.

© STDS CGlobal. All rights reserved. www.corporatetraininglibrary.com 12
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06 Discuss

Which part of the situation is a fact, and which part is an
assumption?

What would make the proposed response unsafe, unfair or
outside your authority?

What should be documented, and who needs to know?

What system or process change could prevent a repeat problem?

07 Check

Quick check: choose the strongest response.

A Actimmediately to appear responsive, then document later if
time allows.

B Verify critical facts, follow the approved process, communicate
realistic next steps and record the outcome.

c Ask a colleague to make the decision without sharing the
context.

BEST ANSWER
B. It balances responsiveness with accuracy, control, transparency
and accountability.

08 Act

Within the next five working days, practise one behaviour from this
chapter. Ask a manager or peer to observe it, request one specific
piece of feedback, and record what you will repeat or change.
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CASE 01

The Angry Customer

Situation

A customer says a payment has not reached the intended recipient.
The customer has already contacted support twice and believes the
institution is ignoring the problem.

Decision point

What should happen next? What facts, permissions or controls must
be checked before taking action?

Your response

Group task

01  List verified facts, assumptions and missing information.

Identify the customer, operational, conduct, privacy or

02

control risks.
03 Recommend a first action and a communication plan.

04  State what should be documented and when to escalate.

Group notes

© STDS CGlobal. All rights reserved. www.corporatetraininglibrary.com 14
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CASE 01 - FACILITATOR DEBRIEF

Facilitator Debrief

A defensible response

Clarify transaction status through approved systems, acknowledge
the inconvenience, explain what is known, avoid unsupported
promises, set a clear update time and document the interaction.

Learning points

Customer trust; status accuracy; ownership; realistic commitments.

Debrief questions

- What alternative response could be reasonable, and under what
conditions?

- Which action would create the greatest avoidable risk?

What evidence would demonstrate that the issue was resolved
responsibly?

FACILITATOR NOTE

Accept different solutions when participants support them with
verified facts, role authority, policy compliance, customer fairness
and clear documentation.

© STDS CGlobal. All rights reserved. www.corporatetraininglibrary.com
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SIMULATION 01

Customer Complaint

Roles Customer, service professional, observer.

Scenario A delayed transaction has caused inconvenience.

Task Acknowledge, clarify, explain the process and agree on
an update.
Instructions
Preparation: 3 minutes. Agree on roles and read the
01 scenario.
Practice: 5-7 minutes. Make the conversation or decision
02 realistic.
Observer: record exact behaviours, not personality
03 judgements.
04 Debrief: 5 minutes. Name one strength and one next-step

improvement.

© STDS CGlobal. All rights reserved. www.corporatetraininglibrary.com 16
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Observer checklist
Clarifies facts before acting.
Uses respectful, plain language.
Follows authority and control boundaries.
States next steps, owner and timing.

Documents or escalates where appropriate.

Observer notes

DEBRIEF FOCUS
Observe listening, plain language, ownership, realistic promises
and accurate closure.

© STDS CGlobal. All rights reserved. www.corporatetraininglibrary.com 17
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TOOL 03

Customer Interaction Scorecard

Observe quality in a customer conversation.

Use this template

Item Your response

Preparation
Listening
Accuracy
Transparency
Respect

Next steps

Record quality

Quality check
Use only necessary and authorised information.
Identify the owner and next step.
Record assumptions and evidence separately.

Review the output with the appropriate manager or specialist
when required.

© STDS CGlobal. All rights reserved. www.corporatetraininglibrary.com 18
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APPENDIX A
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BFSI Glossary

AML

Asset

Audit trail

Beneficial owner

Capital

Cash flow

CDD

Compliance

Anti-money laundering: controls intended to
prevent and detect money laundering.

A resource with economic value controlled by an
entity.

A record that supports reconstruction and review
of actions or changes.

The natural person who ultimately owns or
controls an entity, as defined by applicable rules.

Financial resources that absorb losses and
support an institution’s activities.

Movement of cash into and out of an entity over a
period.

Customer due diligence: measures used to
understand and verify a customer and relevant
risk.

Adherence to applicable laws, regulations,
standards and internal requirements.
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