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Course Introduction

In today’s hyper-digitized financial landscape, customer complaints are no longer just operational hurdles
they are high-fidelity indicators of structural health and regulatory risk. As legacy systems collide with
modern fintech options, banking consumers expect an immediate, unified response across all touchpoints,
from mobile apps to branch offices. In this environment, an unmonitored friction point can quickly turn into a
major UDAAP violation or a viral social media crisis. Modern banking professionals must view complaint
management as a core branch of Omnichannel Customer Experience (CX) and data modernization rather
than a reactive backend task.

Customer Complaint Management for banks Training Course bridges the gap between high-empathy
human interaction and Al-driven triage frameworks. Participants will move beyond outdated script-reading
to master Predictive Root-Cause Analysis (RCA) and deploy machine learning principles like Natural
Language Processing (NLP) for real-time sentiment scoring. By aligning day-to-day conflict resolution with
stringent international standards such as Consumer Duty mandates, this curriculum empowers teams to
protect vulnerable customers, secure audit-ready documentation, and transform operational liabilities into
strategic feedback loops for product innovation.

Programme Curriculum

Customer Complaint Management for banks Training Course
Introduction

In today’s hyper-digitized financial landscape, customer complaints are no longer just operational hurdles they
are high-fidelity indicators of structural health and regulatory risk. As legacy systems collide with modern fintech



options, banking consumers expect an immediate, unified response across all touchpoints, from mobile apps to
branch offices. In this environment, an unmonitored friction point can quickly turn into a major UDAAP violation

or a viral social media crisis. Modern banking professionals must view complaint management as a core branch
of Omnichannel Customer Experience (CX) and data modernization rather than a reactive backend task.

Customer Complaint Management for banks Training Course bridges the gap between high-empathy human
interaction and Al-driven triage frameworks. Participants will move beyond outdated script-reading to master
Predictive Root-Cause Analysis (RCA) and deploy machine learning principles like Natural Language
Processing (NLP) for real-time sentiment scoring. By aligning day-to-day conflict resolution with stringent
international standards such as Consumer Duty mandates, this curriculum empowers teams to protect
vulnerable customers, secure audit-ready documentation, and transform operational liabilities into strategic
feedback loops for product innovation.

Course Duration

5 days

Course Objectives

By the end of this program, participants will be equipped to:

1. Master Omnichannel Customer Experience (CX) tracking to ensure zero data loss between digital apps
and physical branch platforms.
2. Execute predictive Root-Cause Analysis (RCA) to systematically isolate and eliminate recurring
transactional friction points.
3. Integrate Generative Al (GenAl) prompts and workflows to safely synthesize and accelerate complaint
response drafts.
4. Navigate complex global regulatory terrains, including UDAAP, Fair Lending, and updated Consumer
Duty frameworks.
5. Build a high-performance Centralized Complaint Ingestion Engine that captures oral, written, and digital
friction seamlessly.
6. Deploy automated Risk Triage Filters to immediately flag fraud, phishing scams, and high-exposure
litigation risks.
7. Utilize Trauma-Informed Communication and psychological de-escalation models to handle high-emotion
customer interactions.
8. Identify and protect Vulnerable Customers through specialized communication protocols that comply with
modern accessibility standards.
9. Drive down Speed-to-Close timelines while simultaneously improving First-Contact Resolution (FCR)
percentages.
10. Author Audit-Ready Documentation that coordinates internal core banking records with third-party
vendor platforms.
11. Leverage big data to transition the complaints department from a cost center into a Customer Analytics
Insights Engine.
12. Establish ironclad Escalation Matrices that protect institutional brand equity on public regulator portals
and social media networks.
13. Apply real-time complaint velocity metrics to proactive Product Governance pipelines to prevent systemic
operational failures.

Target Audience

1. Frontline Triage & Customer Service Representatives.



Quality Assurance & Compliance Officers.

Digital Channels & CRM Product Managers.

Risk Management & Internal Audit Specialists.

Branch Managers & Retail Operations Directors.

Legal Counsel & Regulatory Liaison Officers.

Customer Experience (CX) Design Directors.

Contact Center Operations Leads & Escalation Handlers.
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Course Modules

Module 1: Foundations of Modern Banking Complaint Architecture

Differentiating between operational queries, constructive feedback, and formal regulatory complaints.
Implementing the 5 Cs Framework

Architecting unified ingestion pathways across branches, emails, webforms, and social media channels.

Structuring data fields for clean tracking within modern banking Customer Relationship Management

(CRM) tools.

e Understanding minimum statutory timelines for complaint acknowledgment across global banking
sectors.

e Case Study: The Hidden Drop-Off Crisis.

Module 2: Omnichannel Triage & Regulatory Risk Classification

e Automating complaint categorization using Natural Language Processing (NLP) and sentiment analysis
tools.

e Risk-rating complaints based on regulatory exposure: Spotting UDAAP, Fair Lending, and discrimination
red flags.

Ncontracts

Designing automated routing rule sets to move high-priority files directly to specialized resolution teams.

Establishing priority queues for complaints linked to active scams, identity theft, and asset freezes.

Managing multi-department handoffs without breaking the customer’s timeline or context window.
Case Study: The Missed Fair Lending Warning.

Module 3: Al-Driven & Digital Complaint Resolution Ecosystems

e Using Generative Al (GenAl) as a co-pilot to summarize lengthy case histories and suggest resolution
paths.

e Maintaining continuity of conversation when moving a live issue from an automated chatbot to a human
specialist.

e Implementing "Human-in-the-Loop" guardrails to prevent Al engines from hallucinatory or legally binding
commitments.

e Automating micro-compensations and quick-credit refunds securely within predefined balance-sheet
tolerances.

e Ensuring ironclad data privacy and General Data Protection Regulation (GDPR) compliance when
processing Al analytical logs.

e Case Study: The Unchecked Chatbot Over-Promise



Module 4: Advanced Root-Cause Analysis (RCA) & Data Modernization

e Applying the 5 Whys Methodology to look past transactional symptoms and uncover systemic
operational flaws.

e Breaking down data silos between the contact center, core banking ledgers, and third-party vendors.

e Using predictive analytics to identify early-warning patterns in product failures before they cause mass
escalations.

e Translating raw complaint metrics into clean dashboard visualizations for C-suite and Board reviews.

e Building closed-loop feedback systems that push complaints data straight into the product development
line.

e Case Study: The Double-Charge Systemic Loophole.

Module 5: De-escalation Techniques & High-Emotion De-biasing

¢ Neuro-linguistic and cognitive behavioral approaches to managing high-stress, high-conflict audio and
video calls.

e The anatomy of an effective apology.

e Balancing conversational, plain language with precise regulatory disclosures to minimize customer
confusion.

e De-biasing strategies for resolution handlers dealing with complex accounts, collection friction, or
repossession disputes.

e Preventing agent burnout through post-escalation tactical recovery periods and emotional grounding
techniques.

e Case Study: The Foreclosure Flashpoint.

Module 6: Regulatory Investigations & Audit-Ready Documentation

e Creating clean, unalterable, and timestamped audit trails for every interaction within a complaint's
lifecycle.

e Drafting regulatory-grade Final Response Letters (FRLs) that address all points of dispute clearly and
concisely.

e Navigating public regulator portal interfaces for seamless data submission.

e Gathering comprehensive evidence across distributed cloud ecosystems, phone recordings, and ledger
histories.

¢ Managing and auditing third-party collection agencies and vendors to ensure their complaint logging
matches internal standards.

e Case Study: The Multi-Million Dollar Missing Paper Trail

Module 7: Consumer Duty, Vulnerable Customers & Ethical Conduct

e Operationalizing modern Consumer Duty principles to ensure all resolutions yield fundamentally fair
customer outcomes.

¢ Identifying subtle markers of customer vulnerability, including cognitive decline, sudden job loss, and
digital exclusion.

e Designing tailored redress paths and flexible repayment options for consumers experiencing acute
financial distress.

¢ Auditing digital banking user interfaces to eliminate "dark patterns" that intentionally complicate the
complaint submission journey.

e Measuring and tracking the long-term impact of equitable redress on overall brand loyalty and customer
lifetime value.



e Case Study: The Biometric Barrier
Module 8: Strategic Complaints Analytics & Executive Reporting

¢ Building and monitoring key performance indicators (KPIs) like Complaint Velocity, Overdue Backlog
Ratios, and Reopen Percentages.

e Calculating the exact financial return on investment (ROI) of proactive complaint resolution and customer

retention programs.

e Structuring Quarterly Management Information (M) packets that deliver actionable insights to the Board
of Directors.

e Using complaint trend maps to optimize corporate risk appetites and adjust marketing disclosures.

e Designing preventative customer recovery strategies that systematically outpace fintech and neo-bank
competitors.

e Case Study: Turning Churn Into Advocacy.

Training Methodology

¢ Interactive lectures and presentations.

e Group discussions and brainstorming sessions.

e Hands-on exercises using real-world datasets.

¢ Role-playing and scenario-based simulations.

e Analysis of case studies to bridge theory and practice.
e Peer-to-peer learning and networking.

o Expert-led Q&A sessions.

e Continuous feedback and personalized guidance.

Register as a group from 3 participants for a Discount

Send us an email: info@fineskilltrainingcenter.org or call +254769199797

Certification

Upon successful completion of this training, participants will be issued with a globally- recognized certificate.
Tailor-Made Course

We also offer tailor-made courses based on your needs.

Key Notes

a. The participant must be conversant with English.

b. Upon completion of training the participant will be issued with an Authorized Training Certificate

c. Course duration is flexible and the contents can be modified to fit any number of days.

d. The course fee includes facilitation training materials, 2 coffee breaks, buffet lunch and A Certificate upon
successful completion of Training.

e. One-year post-training support Consultation and Coaching provided after the course.

f. Payment should be done at least a week before commence of the training, to Fineskill Training Center
account, as indicated in the invoice so as to enable us prepare better for you


mailto:info@fineskilltrainingcenter.org

Upcoming Scheduled Sessions

Start Date End Date Location Price

07 Sep 2026 11 Sep 2026 Online $1,000
07 Sep 2026 11 Sep 2026 Physical $1,500
14 Sep 2026 18 Sep 2026 Online $1,000
14 Sep 2026 18 Sep 2026 Physical $1,500
21 Sep 2026 25 Sep 2026 Online $1,000
21 Sep 2026 25 Sep 2026 Physical $1,500
28 Sep 2026 02 Oct 2026 Online $1,000
28 Sep 2026 02 Oct 2026 Physical $1,500

Ready to enroll or request a customized program? Book online or contact us:

Register Online Now

Email: info@fineskilltrainingcenter.com | Website: www.fineskilltrainingcenter.com


https://fineskilltrainingcenter.com/courses/customer-complaint-management-for-banks-training-course

