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Overview

AI-Assisted Banking Operations and Customer Engagement Course is a five-day course for banking
operations, branch service, customer experience, digital banking, and process improvement personnel, who
leave with a Banking AI Operations and Customer Engagement Playbook. Participants improve service
request routing, customer interaction analysis, workflow triage, assisted communication, service quality,
escalation, operational controls, and human oversight. Agile Leaders Training Center provides training in
AI-assisted banking operations and customer engagement.

Who Should Attend

• Banking operations personnel responsible for service workflows, queues, exceptions, and handoffs
• Branch and service personnel responsible for customer requests, communications, and resolution
• Customer experience personnel responsible for interaction quality, feedback, complaints, and

improvement
• Digital banking personnel responsible for assisted channels, routing logic, and human handoffs
• Process improvement personnel responsible for service measures, controls, and escalation design

The course assumes participants contribute to banking service or operational workflows, and it leaves out
credit modeling, fraud analytics, banking governance, cybersecurity, investment banking, and technical AI
development.

Departments and Industries

The course supports controlled AI-assisted service across banking and related financial operations.

• Retail and commercial banking operations
• Branch, contact-center, and customer service functions
• Digital banking and channel operations
• Customer experience and complaint management
• Payment and financial service support
• Shared services and process improvement

Learning Objectives

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



• Apply an AI suitability screen to banking service cases
• Use request classification and routing tools
• Analyze customer interactions and service-quality evidence
• Build assisted communication and human-handoff rules
• Evaluate escalation, control, and oversight records
• Build a Banking AI Operations and Customer Engagement Playbook

Course Agenda

Day 1: Banking Service Use Cases

• Banking Service Use-Case and Suitability Map
• Customer Need and Channel Journey Canvas
• Service Request Taxonomy and Priority Grid
• Human Decision Rights and Handoff Matrix
• Operational Risk and Customer Impact Screen

Day 2: Request Routing and Workflow Triage

• Service Request Classification Checklist
• Request Routing and Ownership Matrix
• Workflow Queue and Triage Board
• Document and Information Completeness Check
• Routing Exception and Reassignment Log

Day 3: Customer Interaction and Communication

• Customer Interaction Analysis Record
• Intent, Sentiment, and Context Review Sheet
• AI-Assisted Communication Draft Checklist
• Clarity, Fairness, and Empathy Quality Test
• Customer Consent and Data Boundary Record

Day 4: Quality, Complaints, and Controls

• Banking Service Quality Scorecard
• Complaint Classification and Escalation Route
• Human Intervention and Override Register
• Interaction Traceability and Approval Record
• Service Failure and Corrective Action Log



Day 5: Banking AI Service Practice

• Suggested Exercise: Classify and Route a Service Request
• Suggested Exercise: Triage a Workflow Queue and Resolve an Exception
• Suggested Exercise: Review and Approve an Assisted Communication
• Suggested Exercise: Escalate a Complaint and Record Corrective Action
• Capstone Exercise: Banking AI Operations and Customer Engagement Playbook

Practical Exercises

The course uses suggested activities that convert banking service cases into controlled AI-assisted
workflows.

• Suggested activity: map a service use case, customer journey, request taxonomy, decision rights, and
customer impact

• Suggested activity: classify and route requests, triage a queue, check required information, and
resolve ownership exceptions

• Suggested activity: analyze an interaction, review intent and context, draft communication, and test
clarity, fairness, and empathy

• Suggested activity: score service quality, escalate a complaint, document intervention, trace
approval, and assign corrective action

FAQs

Who suits AI-assisted banking operations and customer engagement training, and
what does it assume?

AI-assisted banking operations and customer engagement training suits personnel responsible for service
workflows, branches, channels, customer experience, complaints, products, or process improvement. It
assumes familiarity with banking service responsibilities.

How does banking AI customer engagement differ from credit-risk AI training?

Banking AI customer engagement focuses on requests, interactions, communication, service quality,
complaints, controls, and human handoffs, while credit-risk AI training concentrates on borrower
assessment, model performance, and lending decisions.

How can AI support banking service request routing?

AI can support routing by classifying request intent, priority, channel, information needs, ownership, and
escalation indicators, while authorized personnel retain responsibility for exceptions, sensitive cases, and
final decisions.



How should banks review AI-assisted customer communications?

Banks should verify facts, context, clarity, fairness, empathy, privacy boundaries, required disclosures,
escalation needs, and approval authority before an assisted communication reaches a customer.

What belongs in a Banking AI Operations and Customer Engagement Playbook?

The playbook should contain use-case screens, request taxonomy, routing rules, queues, interaction
reviews, communication checks, service measures, complaint routes, handoff rules, controls, approvals, and
corrective actions.

Conclusion

Participants take back a Banking AI Operations and Customer Engagement Playbook linking service cases,
routing, workflow triage, interaction analysis, communication, quality, complaints, handoffs, controls, and
approvals. It changes how teams structure AI-assisted banking service. The playbook supports consistent
customer treatment and accountable operational decisions.
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