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Chapter 2: The Real Face of Branch Banking
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=T fopa 31T TTeeh shT SATervEehar ot o6 |

BTAITh §H ISTE ¥ T I T 7 o qoh TohdT ST, T
TTEh 3T TR BT foh 6 18 3 o avft =it <t
TG 1S A |

TRE: AT H AAT HTEET 3R AETaT ST e §
— & "The Real Face of Branch Banking" ¥ |

ST TR 3 ATafes g=ars:

STEX ¥ e el Wfafyd o 2, wiferT sfet & 78 sAeaferh
ST, TTeISe! I THY et i 7T e 2 |

TS WIEATE 3 Her:
T T g=Iml & 9 Ty, &2 foreft <t stem-otenT 3Efie,
3R TORT oft forer o1 T@T — 718 o1reT 7 =t |

"&T Sieh HUERT Ueh uniform ﬁqﬁ, T T frontline hero AT
% l"

Case Study 4: “CFATHT TEl, TATHIT T TS”
TIM: SIAR, IS
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T UTesh 0 fUar ol 97 o 1 3 IR ol TR
feTeT =ed & | KYC & %9 Swast 3T o 3 fieen #
qepeitehl feehet off |

Tfeiet 7 o ehrTsht wfsRar W e e fear—afess dagr
fa@rs | 3= e T W ik fowar & wmes, 9/
photocopy 3R afﬁdavitqflﬁ@?ﬂﬁﬁﬂaaﬁ |

< Tt T o geter 37T uTeeh | e,
“Bank 1 95d 39 &, Afer W& 0T vl o firey 81

/> HE: AT AR Sf-s it emotional counselor
AR legal guide T & AT § |

Case Study 5: “ITRET Yeiereh 3R feeain urgen”

T YT, HERTS
FHHAR]: YT TS, R Tefersh
T T UTeeh See=IoR T & 37 O 37 TR aTe @

TEd o it Hfifel T aTe | Siat Tl AT & | TS A
T8 @1 HT A ATM T S shT 1ol 1T |

S THAN H ofoh H 9 I I “TrfHepdl HISe” ST
3T |
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r WE: vET Yedes [ e J@ admar - av
HAGAYAAT S AUTATITET (inclusion)ahT 3ISTEXUT T

FATATE |

Case Study 6: “Digital S &l FEAT
T 3T, Bt (North-East India)
T el o, fe et

TG H T I, g9 aR-aR 94 Ferter o fofe o1 & | 59
TAHT Y 378 HISTge ST o S H ST dl 3781 hal, “god
i grm ferfear 1

Afoh TefAT 3 B &1 AT | 38 3T T T § s a1
patiently %@m—%éaﬁuéma%,ﬁﬁﬁ%aﬁr AT
foret sl e T a1 =€t Sufer qu T ot oft T @ o
e HRE: AT SfRT haer | Ad—avTtheRtor
(empowerment)‘lﬁ e

Case Study 7: “KYC ¥ Y 1 Arer”

T IR, 3 (South India)
SHHTRT: 3TSHI UM, RIS AT

Teh DI W T H TR TRERT 361 KYC STe oT| sk |
Tfew Tt o o8 o HeRT 7T |
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ST YL IS T AR TRAT, G @ e dnT o, SR
TR T o TEATSIST 319 Y 7 fh KYC 3792 83,
Sfeeh 100 & SATET ARTE A AT SH1SL ot Gera|

¢ HRE: I HHSRY STehel ST T&1 idT, I8 T
% T TR A (et SR HaTeh THUS ATATE |

Case Study 8: “aY UEeAT AT sheft Seh TET TS o
TYT: TaT, We 9eTT (Central India)
FrarT: gar fig, afear fie S @

Teh UTHIOT AT gl oI Sak o118 o7 dF "l & S&drest
o, T SATHITATE | &7 = 7 ik SEehT WA G sfeeh 34
g WY R fo &t 31eT g 9 ST-Tehre @ieh 2 |

A e e o wied STo weE i et A T 3R 10 37K
HigaATsTt o Sk a1E |

/r HIE: VAT ST haeT transaction 7@, UiEdT
(transformation)‘lﬁ 2

Case Study 9: “ATM H H! Ueg Y TeR”

T IO, HERTZ (West India)
apu=r: ffer =iy, s g sifteprd

T 1 AT ATM H 1€ STt STeX A8l ehret a1 &t
off| wrer 4 =hlg & ol Mia Sft i@ seT S, CCTV e,
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A 3 Heg S Tah 1S feprer o e, Sfoeh giva™ qu
FEE T o |

TE | AT <l 12T 3 I ol O forar —

319k FHaRT faeh s T, s i 3 € 1

vr TIE: ITRET % TR H AAT hl WIGAT 2l e
T AAST T AT TS |

7L 2 T AT | Chapter Reflection

“YTRET ST hT AT TG A -2 shl Rageh! T,
o, 9, aeeRt SR foam i frra 2 |

T ST ! FHET-A 8 §A A HE

M et FHERt UTesk aar § Rt o a1y HegAetierar o
fra g |

T =] sfehehH! o TrTe QU Tl shial — ot wldn
AR |

M TS S 2, e sat ca SEhRl T R |

T & Y ST § Tk STHIET U7 2—aifohd 3299 T &
2:"Teeh ol forama Sfiar |1

4 T ST 7 7T e T T <elst 81T 2, iR Uk T
“TheaTgAs R i T8 3¢ frvmar ST & —ft b &, et
e ¥ |
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@ T U Ufh:

e} VT o 3¢t @ 78t 71 gidl, Ot 8T h1d A qTe
1T o SIvdl @ Afad w@at g 1"

Ty

TR S{fRT haret Tah ot 3L et hl 1Rt T 81 I8 Th
frontline warrior 3! ﬂ;&lﬁ[ IEEICESE %, ST & fo seadt
uitfearforRlt # e SR UTeshi o st el ST € |
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31201 3: ST 3MU QAR T 2
Chapter 3: Are You Ready ?

T WTHIH T Teh 99T il & | Sifehr 3t off § | <ifer 3o9
Ted g I8 "Wl e R wm wm aefhes, s,
WTeHTCHsh ST AT &Y | sifeft bt 59 el gfar s
forg qam & 2

&> 1. ATk 9918 (Mental Readiness)
o T A fGTT, AR UTeehi © fieteht, wTid 3
T I @ HHA & 2
o T AT i uitfeerfaat § «ft Atfotes 3k f=mi &
a1y Fuig A ahd 8 2

® T 3T Teh & UThAT hl IT-ITR L o a1e Y &t
Y HHFRA S ?

fe &, A1 AT AR Hqer ST o fore e € |
[ 2. TR aFT (Physical Readiness)

SffehTT 2T 3T H¥1-¥T SI5d & demanding & HehdT ©: sl
FAN, A g, de T @HT 7 g7 |

@W@%’Iﬁﬁqﬁﬁaﬁﬂﬁﬁﬁﬁﬁworkloadagﬁ%
ST e |
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ST IR q+t 911 < SIS 39 FHT 9T 9IS, UHT
oyt stretchingEFf"o?JWT@I

£ 3. HIGATcHEh aart (Emotional Readiness)

B UTEe TEAd B¢ a1 AN FB AW, F FwT, aF F
ToawedT H W B € |

STTehI STh! ST G &, HHETT & AT T FTer & 28—
for T AT e femam |

S a%F{empathy 3R patience T&dl T, IR AN TR |
4. FraaTaes dart (Professional Readiness)
EED Teh business unit %, fords gar =2t |

S9! FaTE o €, AfRT products ot s= &—FD, RD,
credit card, loan e |

IERCIEAR I GE R B, customer satisfaction 3 cross-
selling EHT ST& € |

Skill + Ethics + Performance = Ueh 31 Soh HHTH] |

Self-Check Box: T AT dIR & 2
(B TH I /T ST 3T 2)

® AT HTY TR UTEhi o §Te HTH HLd T 9 1T T
BET RS
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® T AT AR ATl | +ft T 3T ITHhIEA o & Fohd
22

® T HY ook o [T T UTe Ld B TS ohl THET &
F H =T 2

o T 37T AR T UG Sfie F Ter o1 Tehdl @ 2

® &7 31T Products S sl fSrarT oY service o @mer fsar
Thd & 2

® T I Feedback TR F GE I GURA % T a1 &
g9

ST 37Tk 4 T 36H ek ticks & — AT AT 'The Frontline

Banker’ﬁ%%ﬁﬁ'ﬂﬂ% !

%> 3T KT R | Chapter Summary

S fak et 7, v e 21 3k 30 e =

Frrma o fore fards wetg =, sifees wtees, s, smamTere

3R TR Her =iy |

Hel HAIMAT HATA:

"eFIT AT Tt Uek HleRdt ¥ oITT €, 91 Tk ugE
FAA?"
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Part 2:

S G IEC IR S ]

Daily Life in a Branch

TTEeh WaT <l el | The Art of Customer Service
AT IR g | Targets & Pressure

TEATSIS], ST N I | Documentation,

Compliance & Discipline

AN 3T | Teamwork & Internal Challenges
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3IEARI 4: OIT&Ch Al ehl ehell

Chapter 4: The Art of Customer Service

E&Iﬂn‘l‘ | Introduction

TIRIT SAfHT T HATHT € ATeeh HalT | s -8 s &
TRrehTer g €1 T, ifceh &2 uTeeh o W g ST 'R
T ALHE FAT — Te| A T € | T AT 34 Hedl
AT & ISTEH &1 UTee ! Shael Hall e, U STV 9d § |

1. Tk BT T 3o | What is True Customer Service?

T ITESh ol T ST, 9o &1 a8 fohamT oft Sier @t w@ar
|

T H TeRAT 3T HehTeHehaT ST T |

'Customer is King' I FEER § AT, Tk T o |

2. QT 4 STAER T Gged | Role of Soft Behaviour

TR TS = ST e

o it 3 €, < A, < dw A § ¥
9T customer bonding TG L |

Customer T WTST & HaTg AT (STET 69 &)

28



3. gAYl GRIEfaar sk Ga1em | Handling Tough

Situations

TEATY e § 8 A1q R ? IMd AR GHEMICHS |90

>

SLEily
AT H TS TTEehi b Shil STTAET L

TR 1eh! THEAT % SN TTEehT T hl S8t ol

HdTg 3T (Script):

A3 BT & i AR SO AT TS, &N AT da
iRt 3 &l

"H THF GHAT § (o AT IEES Heqd H ® §, H g
AT/ g |

4. Case Snippet — "mﬁﬁmaﬁ'{w"

qTferslt SFT B HEH qrEeh e S ATt off| e fod et
ferera ek e off ST T sl oft | ek Fa shee ¥ S
T &, I o 3T 3kt aTeelsh Tl o STt 3702 A |

7Tt fot oY QU et i S A qrie sheedt faelf — o,
Tl d1 o ST TR R |

5. fowar &ik gfwwar | Practical Tips

® UTEh o W § SCTHT — SATHI JSTd SeTal &

o 3TY HIET hi U T FIXId TG
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e & SdTE A &, a «ft forwar smme @
® Follow-up SR h{ — “shet SII JET AT, IEehT SITel
g
6. Chapter Reflection
FIT 31T &L UTeh ! SHT T T W & AW Th 98 TEh
17 AT ST ST TohET UTEh bl TEFHURT G=IdTE FEl ?

Quote of the Chapter
"IrTEeh firth TR e T, o areht SfdT R A E A
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JEART 5: €18 3TR Gelrel
Chapter 5: Targets & Pressure

E&Iﬂn‘l‘ | Introduction

SfemT O <183 Shaet U G &, dfce smar B wfd i
SFHHATIET 3T FAT T Tohd Bl 2| ATH JeT A& T galTd
S ST &, T I8 FHART o WA G SR 2T HemT )
IS ST Thd @ | I8 ST I JATAT ol SR LTl &
TRt T STET SR OST d § — re, SRR 3t
EICH

1. 7783 T 319 3R wEed | What Are Targets ?

ST ScamEt (S CASA, T, shise 1, @i o11fd) & fore
Frerifoa mnfees @

KPI (Key Performance Indicators) % WU JEIiA @l

L RIET

(=N

TR, IET 3 FAE T YT SIS o (o

2. TATE o AW HA 4T & 2 | When Does Target

Become Pressure ?
i T, SATAT HTH — IR ST H T
3JcaTel shi SAfHeddr (cross-sell pressure)
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TTEh hl STELd ST Sieh shl STULIT ST ThTd
E W shi Gt Wi T g
3. Case Snippet — "=l hY ugelt fifem

Tl b SiTg o 37ft ofi ot €1 g &) Wi oht i 7
3 5 SftHT 3T 10 W WieH T A& Hell| 8 Se 1 |
ft ST e e — "EEe A, e ged gget A
AT, ATHT T GE AT | I o el = Fared &1 TTeaht
375 T ST ohT — STH © Toh o 3TTe |HTE s of foram
& T ESAT, I & S |

4. w1 UTtH o foTu Torhfa=t | How to Tackle Target
Pressure

® ZTUIC %I &fe 11 § i (Daily Micro Targets)

o  Jiwereh shT SUFNT i — TH-GHL hl HEG i

o UTE ol STed THg, Tt IcuTe ST

o T A I 3TET T, R A &

5. Tips & Tools

® Target Tracker SHTG — THTE 3R foa@ sArenfia

® UM W& ¥ Follow-up H{ — ¥ SEM Sfid ardl 8

® Sl UTEe W1 Y, 3¢ el H T@ — THT 3 W
TATE L

32



o W T QEF-E;Fﬁ F ot Hig (Best Practice
Sharing)

6. Quick Checklist

Quote of the Chapter

" TET AT ICATE <, TATE T2 3R A S o, av
TRT Ige, Hiser T2 1"
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IR 6: GRATAIS, 3TelUTcTol 3R
31GI2TRIGT

Chapter 6: Documentation, Compliance &
Discipline

1. Iffremt

TRET SifehTT  TTeeh Wil (ST Hecaqul &, 3T a1 Hecaqul &
HE TEES, Tl 1 e SR SR | U ST
AR IR ST ShT Sl T STEL ST Fohel1 ¢ |

2. AT Y ATehel
TG, SRUT, AT S(HHT SEATaST ol HaoTsl Teh el 2 |

HET SEATeIST | ZistR GUied T § SIR Ted aees §
TETere) oht ST Sed 2 |

"If it’s not documented, it never happened" — EIETR:DH
g a2 |

SHISUN

Tk @TdT @ietd THT Id § Teh 37T 3 TTeTet § 7Teeh sl KYC
mismatch | T feam — 3T 3G FD renewal 3 Tlé |
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3. AT (Compliance) T ?

e RBI 3R S & 3Tdieh fexmf-es i qre=
e AML, KYC, PMLA & fam

® THI-HHI W Circulars I&T 3 Ufsham & quee

Compliance Failure T 318

o IFifge o furh

o I SHHT

o FHUERI sl Mprser W fHifee 3w
4. TITEA — Sk < g

® T U IUTRYA AT

®  HIITL HIT HT T IR HaTerT

o Fifd, ®iv AT SR TEATSISI 1 U Wer
5. %9 TEET: "Teh =R 61 TH'

TISIT A Uk i W Tesh | GO a&atast 7T forfT e fomen
foTem =g & 9T =T foh 7T@eh &1 ID proof Teheft T |

TAISTT: ST sl 50,000 Y Recovery Loss 3R T T

show-cause noticel
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6. Checklist — T ST SFTATEA o T TG 2

B 1 A TAE Gl Wield THT SiHgHS i ohiE-
aftftheRRT hd © 2

| ERIC RS U E I AR R

[ 1 STk St W el et S Aes € 2
AT AT I T compliance training et 8 2
7. Wk AT | Quote

"JTIIE TF T FHIATAT 3§ AT 7, 9 T
TR
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31EATT 7: WaANol 3R Jay

Chapter 7: Teamwork & Internal Challenges

1. ffremt
T SifehTT & Fehetar fods SafthTa Jeeia & Tet Tt — wh
HTiad SR wEAT S T e hi U R Hehdl @ | AfRT BT
AT § STqies TS, 1 ol 3T TeAaweiiat off 2l € |
T AT H 381 T8 hi T |
2. TET U SW hT aE 8
IS H T ST HAISR T, BT HHART shl HfHeRT A &
I IR THT A O 7 ST Y 3TN 372 ohaT &
IR RM 2219 2, a1 Ucd TITIE & Gohdl &
HEANT 1 A 2

® TH-HL % FRI H B ST

o HEETHI W AR T AT

®  THAdT T & HTHT HLAT
3. aTiafier do¥: ¥ 3 w1 2 2

®  hTH o S H ITHH
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o U ST |iad hl AHEhT
"FoRErRT TR SATaT 376 2" I S5l
SARAT $71 SR I
gfvur:

o TWICH HIHE

® UTESH IV TS

® W URA SRA
4. T o T

o <ol Ese H @l shl & gt Sy

® TH-THL T Hfteh! hT GH
FIsa G o1 T e
I e / Mifeaym S & St s
5. % T "Teamwork ¥ SUT TTEIE F=mT"
T TG 1 SfHT SRS 9 &Y &1 T o |
RMs &% <oh &, Tifeht el iR 3 gaardl fear —

"F ST oft TTEeRT T = < T E, 3% oftHT g o H Heg
T 39 q Respee a1

2 fea a3 <fimy difere s e
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geroh: IET § & fordlt § fow it i g gl @ — s )
fesm difso

6. Checklist — T 3ATUhT ITRAT Ueh Team hi dE HTH
HFTEE?

B2 = st shrirr Uk T SR wed € 2
T Hed ST Hfed o TN & AT T 2

[ I He gt g R ST @ 2

[ 1 1 UET 2 ST o T H R TR 2
7. Wk AT | Quote

"Speed 3ThA T O Tt B, WX Sustainability @Ter
T A ATAT |
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Parxt 3:

HIvTA foremm e

Skill Development

GIYNOT IR TR | Communication & Soft Skills

3T F TR farsht antaret | Product Knowledge &
Sales Skills

O YeEd 3R WrtHekdr  fYeier | Time
Management & Prioritization

UTesh T WHTEHE | Customer Complaint
Handling

Shifem Tga 3R [ | Risk Awareness &

Security
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31221 8: WUYOT 31R AASR

Chapter 8: Communication & Soft Skills

1. ffremt

I ST Shaet TH-a7 T — I8 & T Tamg 3K =eer
o TTEAH | RIS S sht STRAT 21 T ot ol Tl o<t it
SHHT TIER N ST L o aLlehT 21T & | FET a9 hdT &
6 TITEeh aTae SO AT R |

2. HUYUT (Communication) % TehT

TR (Verbal): T8 WINT, Hford TR

T-HREe (Non-verbal): STt oTalsl, STE-hirede, H&h
AR (Written): SgTeHdTy, S, BT, Y § T8dT

e T

"JT T eI 7, IO SATET STEU & — 3T hdl derd & |
3. SAIER: Ueh BT BISA hl allehT:

o ITEH U GHTSHe TSI

o TEHHAT W HEANN eTas

o  STET o | USRS ThRIcH GrEehIvT
® RIS UTE o G- & SR AT
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4. STTTIER TTATTAT ST ST BT 3
o THHFWUA
® UTEeh! ohl &Td sfier § ehreT
o “TEIT, SN H T SIE ATl § =T
® ORI o A HEFHHI bl SieAT
5. % TR "ok TERe & aeer T aE

AT H Tk 95, ATEeh Sgd ARIS o fo ekt arefeh fife et
BT ot |

T o T 78 e:

"I T L SieerSl, § g W I § | 3T o 2 fime
&Ry

TORT 372 Ut AT foham 37T calmly Fireew & frepredt i &
Tt o et TTeeh fHaTs oot 3T |

Fufl-shellt e € Herd St HaT I € |

6. Checklist — T 37Tk Soft Skills T<TTd & ?

[ =71 3779 T UTeh H YEhT o H1ef ST d ¢ 2

[ R 3T FEeh AT T name 8 T © 2

AT AT T G ot G b ferar et hid, sifosh &
UYId e ?
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AT A Fufl GE W I — < H gl & 9 & uw
HTATE S § 399 3Hfie Far g 27

7.§'!T=5<‘=5917T|Qu0te

"3ATUH I163 S Tehd &, U HTUHT ATTR AN 6l
St AT AT |
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31T 9: 3CUTG STiel 3R fercht epreret
Chapter 9: Product Knowledge & Sales Skills

1. ffremt
AT ST § ST whig 3Tk i 781, Sfcdh SferT ot
AT T 5 T @ | Uoh A SRt Fe] & ST el bt

T STHHRT T SR UTeeh hl SELd I THER 36 39T
AT < E |

2. IUTE T AT SATTITE & 2
UTEeh dsl &1 {88 idT & STel HATT SATCHISHETE § o1 L 2

FR 3T T bl IcdTa | gy & arddy, ar areeh «ft wfer =2
sl

T ST IcUTE (S STeId W@TaT, UhE, simT, /T, Fie) i
T AT AT S 2 |

REOSHISUK

TTEe TS 2, "ShiH-81 =i @1 sheal o (g el 8 2"
3R 3T %o T — T ARG 8 ToReT 3T sfoh H AT ST |
3. farsht sntvret: whet o formma St

Need Identification: TTEeh T =ITedT &, 36 W © THFAT
Presentation: 3cATq oh fSRIYATT h! TR ST H ST
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Handling Objections: "H3l S 7el", "slTe H Hremr" it
ST ! THHSRT § HHTEAT

Closure: TT&% ol 0l o H wag s

4. Story: “Retired TT&eh ehl STHT il =T 27

T A8 UTee shaet FD R T 3T o TT% o 3 g8
"RT 3ATTR UIt 3 foTe 5 @fe v fepa & 20

T A I AT5eS WA hl TR 21, Teh TTeieed THE|

10 fie s1e, =€ UTeeh 30,000 GTTHT Sl AT Giferet demt
T |

Hereh: TorshY gare 7, TwereY o1 aRom Bt 2 |

5. Checklist — T 11T IcATET S HeH H AT & ?
AT SATY ST sfeh oh &L IeUTE ohl FHE 1Tl 2 fe o wwe
TR § 2

AT SATI 38 HE I fohet TTeeh & St "future plan" o7
22

FT STT UTEH hi T T & AT foreh TR T & 2
4 = 3119 forshi 1 T i e o & 31 sie o e 2

6. Ak AT | Quote

.vwm,gﬁm,yﬁmq'{—?tﬁ Mﬁﬁﬁ'
%l"
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3TETTRT 10: AT Ueierol 3R urerfdrepdn
forerRor

Chapter 10: Time Management &
Prioritization

1. Iffremt
T SifEET T g 7w A # 6w A § — FR,
e |

ST T ! ST T T — e T2F 6T 37K et o T |
2. g F frEEaT T FTa A 2
® S T HIS G T
® TUUTE i qdl I AT
o “TgT T WH STTT, I HTT FH* ATt FHTGHAT
o ISR hicH TN <RI S il aITg
3. amerfireRar ferivor &t et
¢ STH T 4 AT S
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&L SR q STEL A TR qd 8l
e gueal frqufd, s

LA TR &AL A TIEN AT

ST TS i T HifeaT, T

4, o <Y vt R R 2

geE 10 fe “To Do List” SHTE
TE! ShTel He TEe

80/20 o= 31aATE — 20% e & 80% wftom 34 €

"No" She-T e 37 1T bt ST 19T productivity FRrd &
5. Story: “Trsiia & faT=m=t sreeft ar Sfte srgar”

TSia US ©E | T@aT o1 — sish oft 72 <rar o, fee oft v
|

e T 3Heh A 3 e
"SRTH Shl SATET A U, T8t oh1H ol GHET |"
TSt o St g g 15 fore Tk et § ws |

30 o oITe — SHeh! TE Wi 9, 8 Wl Tk |

6. Checklist — ST 31T THT < HI{cTeh & ?
T AT T 2f¥eh et oht Tl Bt 8 2
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T 3ATT $HA L hicH I TEH TAE H 3E@d @ ?
A ?

[ RIT 3719 379 <A T fersoor 2d 8 2

7. Ak AT | Quote

"Busy@ﬂTWqﬁ%,ﬁﬁﬂ'WﬁﬂTma@
T 1"
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3122113 11: oITach fOIehIRId aTTeTel

Chapter 11: Customer Complaint Handling

1. ffremt

SR F weh T UTEe S TR AT 1 TRl €, W T AN
TTEe qSiHT h1 G THAT € |

TRTeRTart SifefT a1 feedT & — ifor et T STt 8 ST
T BIdT 8, TET I ST U1 a9 AT R |

2. TOTeRTAA T WX TaH UEeTT haH T & ?

TE Gl — forT ek

Empathy f@Td; "5 @He1 GerdT § GV, 3TT9 R € 1"
STee GHTEI T 1T L, F3T el

T escalation T TSR &1 AT 2T a1

3. TRt <t aiforat

® I H [T YWY, AR, TTeAd SRR

®  TohTehl: ZISTRT e, TTHEh 1 BT, AT 7 &1
o fsRITcHe:; Tiferd B, TeT AT, =

® I AL TeTd G, Y[k forae, foraafedt
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4. "H FTIRT T T Tehe1 5" Teshee

Step 1: “TT SHITSTT, ST A STHI AT I”

Step 2: “H W@WWWWE‘EI”

Step 3: “ﬁgﬁ@iﬁé@ﬁTéﬁTWWWél”

Step 4: “WﬁWWWWMW%W?”
5. “T3TehTard o I9TET A6

T T8k I RD auto-debit &1 S fail T | a1 S5 A
IR ITTET U5 |

2T = ST e A o, 5 e Sif | &1 G, TTeeh ot
ST, 3R ﬁfl@Tg?ﬂT complaint log fe@mT |

2 T @ issue resolve gAT — 37 I UTeh 5-Star Google
Review for@ T |

6. Checklist — 9T 319 Tesh Complaint Resolver g2
AT AT FITRTI ST ST & ST SHeh HTe ol TS & 2

AT SAT9 GE W IS & — “SH UTEeh BT 1l 31 3 AT
T3l TS 3ATAT 2

AT AT GUTEIH % 1€ follow-up Hd & 2

FAT 1Y IR T chance A & — SEA i T ?
7. Ik AT | Quote
"T3TeRTId WeH i ohl ShITRTT T i, 378 ATEL STl |
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1ERAT 12: SRS UgdTel 31R JRAT

Chapter 12: Risk Awareness & Security

1. ffremt
ST T U & € SRl B1ET H T agd 98 JHATH 3 BT
EEECTind

ST S(IREH 1 8 TEHAT € — J8T T3 I, AT 3l AR
TTEehT 1 AT TG FhAT 2 |

2. ARG & T (Types of Risks in Branch Banking)

o ITUEH fh: Fare T o T, TTeta i,
foree o et

® Thig Feeh: Fehell GEATeIST, TTel 2l GEUANT, FHHERT
ot dfcrear

o TR freh: T 0w, wwad offe, Acdf @
RIS

o TN f&h: UM, ATRATR!, a1a st feafa o fofa
NEEIRINKI)
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3. Y TEET SIRTH &2

IS T UTEh ARSI SAT-FT IcATal o oL H D
wIEl

KYC SETasti H STEqSaT AT STEfT
ST ST Fohg STHT AT Fehrelt
et I TTEeh sl ST T JTel A<k

4. '{fl;{&lTa?m | Security Best Practices

it qreaE At €9 9 a5

s ot ARM unattended 7 BT
TETST 2l ATt | T

IET # CCTV, visitor register 3R T AR FY
Tt & T

TSI Gear S bt i | el

5. T T “BIT S, TST TATA”

T e 4 50,000 T RTGS il feeroree &t | Afer wid ot
TEATER Toh o |

e o U TGenie & Rprert e — weh o |
I {3 TTEeh Shl — T <IeAT o ITRET 31TT &Y 7 o |

TG+ Tk ST %ie Udh for|
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Heioh: Alert AT HaoTsl 8% ST 8197 781 — fSFier gF
2l

6. Checklist — &IT 31T Risk-Smart Banker ¥ ?

FAT 3T T T WTAT S&ATS bl 3o ht T51 4 off wrd
&

B2 1 AT T g o 1 oft fraree T =2t o 2

AT AT 310 Tt ol off fesp-dfafea s 8 2

T 9 39 e Tk +ft Gaferd e@mer! &1 branch
huddle # SRR foraT 8 2

7. STk AT | Quote

"1 A hl TSI AT 8, T8 Gl | W ghar =etl
AT 1"
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Paxt 4:

TR BEUSEAL

Inspiting Real-Life Stories

T 7T FHART ¥ IM@T W F | From Fresher to
Branch Head

AUl Uk SIWE | Handling the Toughest
Customers

dqakh 315d 9t | The Power of Teamwork

eETergt 3T Taehar | Fraud Cases and Quick
Thinking
Tehe H |ET | Serving During a Crisis
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312120 13: Yeh 61Y chatd Rl A STRel
U3IRel b

Chapter 13: From Fresher to Branch Head)

1. yferent

S iR e diefi T 1=, dfes Sar-=eE 8 Wi ueh I
21 39 T H 7H @ R R T T SheR — Hfia
IS SR ST TSI o6 |1 — EH, FHIor SR
T ST § 1T @ e ohl AT 7 T € |

2. “TE” ST ATAT — IRUTIETAH gl

IEaT o

T o S | Feeh o ®9 H O I | AT SRT JM, AT
ST |

TE T HEH — T EET, & Wi ol it S, 3R
AT 8 ST |

X:HEEICH

TTEehl o =L ATE BT TT | hTH T Isi] 3775 | ekt o e
361 KYC, RD, 31 1 ¥ ST & 1 T |

2 91 dlq;
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98 A junior RM S TR AT | Basic selling skills lﬂ'@%ﬂl
| B TISde T Sifbeh THF 37T UTesh off 19 S8 99 9
TEa o 9 |

SR ICICH

Transfer §3T | 7-|'§ T, 947 AR A 36 leadership EA)
TS H hTH Y[E foRAT — 98 T T hHeIiEt sh MES
@ eff-ef branch audit, compliance 3 Tl TE 7 off
HSTS[d Uehg ST oA |

EEISEE
k) “Acting Branch Manager” <1 e giar o — S«

AR FE! R AT 36 T T T AT e &9 H
AT |

93 I I
e ol TR Branch Head SHT f&aT TR—IT — U semi urban
IRAT Wl A 9 A7 hadl T G AT €, Fedh S| hl

letf¥M™, customer delight 3R community service T off
TSI ST R |

3. " @ fuerdt g 2

UT BT & THhT 7, Wil ST T@r

T e e = HfEt — = SR, BTt |
3w ¥ ST, HAT BT, HaE "
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s Tt & v s ST — 3 E T, TR S e
4. Checklist — FFIT 31T & & TR & e o fe1u 2
T 31T YT current RIAETRET 1 excellence & fmd
g2

RT3 7Y junior 3T T3S Fd © 7 fodh Fder 3 € 2

AT 3T Branch o1 @< € AeId & 1 ¥ S0+ el aoh
Hifira § 2

T AT leadership qualities (like planning, empathy,
delegation) ¥ <hTH h{ wWe?

5. W HIT | Quote

"7t 21 B WIY AR TTAdT 8, dET Uk foTd gad ot
@373??"?,"
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1€ 14: el I U] ATETH 31e1d7cl

Chapter 14: Handling the Toughest
Customers)

1. ffemt

T 3T ¥ W WS I @ S i) st T
STEET AT ST STTER Hd © | UH &107T | Ueh St i
SERTI THe, 9, 371 hedt & fefer bt wiTer <h ermar shi
1ot e Bt 2 |

2. FATATOT ATEeh <RI &1 Rl & 2

AR RIRIA A aTet ATeeh

3T STTRT o BT S STU&TT W aTet

eIk | gL AT A AT S fefstea wfskar & Sz &
TTEHTCHe &9 § T1E § AT ST e arel AT

3. ¥ o 37 TR ? (Practical Tips)

Rule 1: Calm TeT — Ieeh fS7a=T 7661 9 21, 119 301 311 @

Rule 2: Validate their emotion — “& GHS Hohdl ‘5:1%5 AT
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Rule 3: Step-by-step ¥HTIH & — G SsRAT Tk |1Y A
EIEY

Rule 4: STEL &1 T T st snftret s — <8 o7eft 3799 AR
CEICEZCICIEY

4. T TI: “FAT BT TIehT AT

T UTEe o1 ST a3 9 e gt <ot off | a8 s
TR T 3T R €T T fered o |

YIRET FHHERT A S89 el sl — hael 3a-1 oITd Fal:

"SR! AT AT & | =T Teet e &, e o T e
G "
eff¥-efit feafa amm=r 58 |

4 57 0 oM escalate @WW:&;@T— 3T T e Teh AN
T & fHaTE Tkt wter |

5. “TTeh U Tl T2l BiaT — Ak UTesh W JTerfHehdr
BT |

WT@Q:

® T Y SATET UTE T ATHS A Tl §

® T AT ff T HHTY BT &
® D UTEH AT IR § & aaed oI &
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6. Checklist — 3T 3T Tough Customer Handler g2
AT T BT AT T T G T T SFTE <l © ?

& 7 31T A0S TTeeh o 89 el hid 2

T HATT GHTHT o6 ST S8 81 gad ?

& =130 W § — <R el Rufa T e s fordt gee
F A ar... 2

7. ﬁ'Fm"%‘W| Quote
"TRTS ATEh Ueh ST & — G 1 Agal ATfaid i il
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I 15: Glat cieb cb 37gd Ucl

Chapter 15: The Power of Teamwork

"Ik THET VITET SThel et | 81, Tahale ¢iH @ gt
?-In

1. ROTTESTIF kAT 1: '3ATfee H aa’

T BT sifee & Tk fo veet i ST e oft | ferrdw
forat gu o ST TwaTas ST TR X SoT@ o |l bt =y
TUeTTeRt e, "eH Sfehed TE1 &, TR TH AW E |

T 9 &1 ok Fai TRt T o sgafeerd foram | Hifed
HATETZ § TIohL ATIEEE AASH T — T RIS Teh AT T L
TET Tl 3T g FHifee An 3 aris i, i e A o
sifee fedid' =t fararer sfia |

2. IXUTTSTH kgt 2: @A T 2T0IE!

Teh HEN I Rt At off, 37 I W ARE SRR
qiferfeat ot e STew o st A feifad o et shfse
HTHa = g fea o & ot i el 4 e S

- 1 FHN B G GHTIIT TTEeh! o ETeh o,
- 1 SHHERT YiferE SR oo hies fafsie =,
- 3R 37T HEHT shicH hal Fhid T8 AN STeT U 69T |
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T Torelt 7 woh-gat o hiew oft e i, A1 i3 Hiw e
T T T AT D T A, 3R TH A 3 G AT
H frpte A7 30 TRRG T M T M@ 5 ST TAE F
et QU foraT, sifcsh 5 1 210 3 T aga 7 |

3. AR 9k & qoT Aca:

- WITET: Th-HL sh hifoTferd o ST g1 S 2 |
- TER: S FRHT § TTAdHEHT A Bidl & |

- VT TS oh STEHAT ol THEHT |

4. Reality Snippet:

T S Teh ST A System ST 2T Hi3ER  Tgehi & I
ater, The S o WIe BTy § fordl, ST YT vege 4 Ge
AT T B fawm-fdeT fau) Tmeek sier, e I aeh e
fopeft e & = < |

5. Fun Fact:

T Harvard fe o STEI, S0 | M 2 ITet =i
¥ productivity 3 shIH B ST & 20% ATH BT R |

6. Self-Check:

- [ 17 & 9 oh1 Heg ShUdT &, STed €1 HL o 0 & TR E 2
- [ ] 30T H WEART hl |G § 1 AT T 2

- [ ] = Y Torelt St 3t STeHT Shi & 39 |HTE 2
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- [ ] T hlSee Gl A W AT 2
7. WuTET forem:

'S ¥fT RATET T Tk WSS &1 o Hehell, STol e SEhT &
HEET T3 i T 3¢ T & THAH |

"E1 Tk T HacTel [t T o HEE T, F¥eheT ok o AT T
gl
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3TETRT 16: eNaTerst 31R Acchdr

Chapter 16: Fraud Cases and Quick Thinking

“HTeh deht 81 Gulera IITE %t SEett A1 giar g 17
1. yferent

I SfShT B Herehd Ueh VEY el &, ST 7 shaled 3TTeh! sifeeh
T TTEehi ST EHEAT i +ff FUard T 2 | STererst &7
Tk ¥ YET § oI hi shl shifRTT hid & — ehed! S&dTas,
FAI <ok, Bt HiaTge oL, A7 O Sorenct whie) I-l sedl @
STReeh T&T, g AT 3T a9 Ba ol o)

2. Foel "eAT: U TS AR UgaT T T’

TS 2l Teh XTI H Ueh ek €2 T shl Te A Tfteteher
AR STT| STagHEH T o T8 o — O IS, SR FE,
Sfeh TTHC |

Ao TTEeh HelT ST 2l W1k 3T Tk ATeeh AT TgH
T fe=ferat T o7 | 3= CRM o T fehtS fabret — ot
O e T &Y ek G AT o TTY SEAHTS &1 b o | qid
HATEIEH TehT 7T 37 THTS 2IH ohT {1 &1 775 | Sl et <t
o6 78 Weh Wil U T SiT 7 SFTT-STeT Al ST g
o |
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3T HAehaT T B, T Sk ol T2 T & TR 1 b
1 HehalT o |

3. Reality Snippet: SRR <ft €|'r|o'{'l'§

IIT 2T Teh JTRAT H Tk ST ATeeh %49,500 Toha fehrert
HY| HRER HT IF AT 1Tk TTeh A FAEH USHT
W%Iﬁﬁﬁw&'wll me' feT@sht st B
! fewrrs |

Y & URH HI A T, S BN 3 Sra=ia hY S gar
AT foh B T foreft o 378 S0 L Y AT T Rl el AT
| EdehdT = 3T Ueh 7 |

4. IeRTeTE: SETHE! & Tom o fore
® IT T AT bl AT ST TRATR ?
® T KATSH! H g fIEHTIT Al 7 & 2
o FIT TR AW & AT TEIEE W 2
® RITUEH [H [hE G AT @I ?
o TS THATEL HAH T2l T T 2
® TS AT HISTEH o € & 2

5. Fact:

T e T H Uk ATge BT o araT 8, Aok Sk =it
6T HAHAT § ITH © 70% FH AT TR ek ST HHA § |
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6. Quote:

“fSre ITET B ¥ hHORT e %1 g qadh 8, I8l oM
o forg hig wTe 78 17

7. Self-Check:

o HITH drE@TgS! % ot FHAE S ?
o T H forT 3 o 1hTe i Rale e g 2

o w7 H il DI I &' et TIg TSI fohaT
7?7
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312201°T 17: Jehc A AT

Chapter 17: Serving During a Crisis

I"STS] YT 39T 9H AT 8, Aeht e i @eT Ear g 1"

1. yferent

b T i ST et aeT Biet & STel BTeATd |1 T2t
Bl — WTehfeh STIETY, WRTIRI, qeh-fiehT Sudt, 2T Tranfereh
IUA-YYA| Hhe & THA, IRET FHATET T ANEE Th
WTgeie AL I TE BT € | 7 I3 T, T i3 gefl —
foeh g |

2. TS HTST hY HETT: el T, AT

I 2020 | ARSI GL T H 1T ATl S, A fEar 3
HSFHHOT HT AL AR T BT g3AT o7 |

I5oi T Teh AT | i el & o s gied O —
Tk, BTSSR, et 7T o |1y |

T fa U 95 Uil S | 3T, Sy — “guR U TEE &
9 T € | ITHT HISE inoperative AT FHHART 3 [
IHISE reactivate THAT 3T T500 @DBTWW’I’%I
g gafcr st 3ATET § A o |

34 ot Tk <feh =1 aITSIT & ett o1 — gari-rra o1 ot |
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3. Reality Snippet:

WIITSA 3T U ST H T fof Tk Ik egereTd gu SImm —
SHeR! TUAT ICU H & HIT STEATE - 31 ST 3t o forg 2 5
EIRERRERIRIN

Aeereh i o, UPI %M =&l T Tl o1l Irsleh § T o1el
AT o, e KYC H fearend o1 Tt off |

FHAR! + R & T A5 T KYC match SR, T
OTP THH & g amm, 3 50,000 T T FHeprEt
55@13‘ — qgﬁ"l'{?qaﬁ human touch 3 &1 bend TR |

I h1 AT T HTS — "RIIS HTTeh T3H T I frer 9 &
qraT <Al ST &< S |

EREINERSCICATDE
e T it et o, BN e s § |
Reality Snippet: ‘az—cﬁsﬁrqgﬁm:r T gt i ATE’

ST T T ST H SI9eR o O T AfGe 3T — Helg
TS, T | T 31 H TS o IR AT hi T of |

"B} SIS SRl TETHIT ST TR fam B, SfTeis e W
TRAT o NARMRTT WSTeRfee 3 qLd 37k SIS § IMPS %
ST 1 T TS, S |y & UPI Ufdeae o faam |
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SISl IS Wt gAT, Wil hl il ¥ A7 e ol —
3T fords hre 72t asft. . o et Bt AT ST | 1

IE snippet fe@Tar 2 fop dfehr fad dar 78 — wa fr e/t
gl

4. Checklist: Eehe W 94T & foru danfat
® ST IIRGT § SATYST Jie W 2 2
o T 2T AHIT TG B 2
o 7 quft SHHTET ST SOPs TAT § ?
® T UTEhI ! BT T3t shl SRR &1 T8 & 2
o FITATM 3R fefiea sifehm off ufoea 2 2
5. Quote:

“HHe 781, g7 9t & fa1 Hiee qikad &§ — w9 a9
WS ged &, gH AT AT E 17

6. Fun Fact:
IS % THT TRA H 90% Sfeh IRATE GeAt T, STeifeh 80%
STt Eieer e | &1 | =t T |
7. Self-Check:

o FTATFF TR AT 2

o T B YT STUTAeRI I et o fofg dam @ 2

® AT U UTEeh! oh! T8 SATAT SEL o T 6t
HS FEA AE R 2
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Part 5:
B B I ELE

Career Roadmap

ET=Tfel o TEd | Paths to Promotion

yfsteer,  yHwEME 3R fq@w®@ | Training,
Certifications &amp; Self-Growth

FiRd T deda N El‘g’mﬁ ﬂfilim | Cross-role

Opportunities
e 19T | Building Leadership Skills

REIFEE ANLRIEITCY Wﬁﬁ | Mental Resilience
for the Long Run
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3TEAT 18: UGIGIfcl ob IR

Chapter 18: Paths to Promotion

1. T&ATAAT | Introduction

TSR o AT Teh GaTel ST BIdT & — “3TTell Jai=ifd el
By 97

M I W AT {6 ueid (Promotion) Faet
=it o 72 firerd, sifess wes Wi, gfeenioT it armmar
T TG I STEAT R |

2. THI9 & Teh R | Types of Promotions

AT UGISId (Internal Promotions): WHHY SITS, 3
T TRTedT o ST |

IR $oh THIRT: TAd FHATIET bl dsTl § 218 ook T8t
e S |
Ao THIRM: S 37 § AT, R 5= 8 a1 dcd 8

d |
3. gy % fow S e | Key Factors to Get

Promoted
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& B S T 3 forg o weeat e 214 €, ST whr
HIT TTEAE slehl H ATg AT &1 Wehd € | BTeTToh, Fe AHIA
Wﬂ@ﬁg’?}%

deh A THIIA & fo10 5T&t Trered

® IchY UGV (Performance): I8 TH qgaq;ﬁ
et B | SIS T AT UM, A& T ITH FHAT
3R FF F T Sog Ug FAT TR TR A
HHTITAT SRl ST 2 |

® IRIAT (Seniority): ETE R T GHRT bl H, FS
&S e iEar | AR | sifient frd € | @it
TS AT IR TG BT ST yrerfirshar oF St 2 |

® 37TaeR UHenT (Internal Exams): 56§ THITE &
e St eiafies qfemd (S9 JALB 3R CAIIB
Tfdfthenc) wre T famd B 2 | 3 wderd s
3T TorT o STdeh 1 o1 GRITdT & ST ATIehT TR
Fshitie oft foot wendt € |

o Sierfurer 3T sgTaaTiaes IRAATU (Educational
& Professional Qualifications): H1ds i feft
FHa &, TifRT MBA, CA, CFA ST 33 ImIarg
T TR ST fory & eifera 3771 SIheTet shid STTIeh!
ST & I feeA™ T Hee o Hehd §, TR TT3ae
3R AT e |
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9T guar R AW Th  (Leadership &
Teamwork):ﬁqaa?%qwqﬁﬁﬁﬂr_cf g, 9
=Rl EHTTT ohl &FHAT S GEL o T fireteht s T
T HIRTA S5 AT @A < |

arHtor/Aef- et yEr ? @A (Rural/Semi-
Urban_Branch Service): S THREA <Al &
oI, fores 9 9 Tohel [ 9 Tohed 11 3T &hdd 11 8 Tohed
111 & yee & fore amior a sref-sredt smmarett o
e G STt s & weRd |

3R fA8T (Dedication & Loyalty): §T3T & T
HTIHT FHUYT, HE Had I 87 off 3f10es iR
ferprer ST T & et sy Freeli 2 |
Jadgenl & AIY dae (Relationships with
Management): 35 At ﬁ, aftg AfeeRtiat &
T 3T HTHERTSI Heolel I STRT T ot SHITH
H HETIH & HehdT 2 |

Held H, sieh H THITM o fTT gl Hetd, Fre HieT, Scpe
TTaRH R sk Al ATt T TS Heea Ul € |

4. Snippet: Waﬁﬁg#wf@mﬁ

1, T AT T off | Ty U T off, dfor e
TTeeh! shT TITRTId St 3T<=! aHE dec i foh STt S
ST U5 T
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3G NISM 3T JAIIB fererer foram, oew S it fifdm o smn
Tora, 37 e FeAIfe e shl oiE & IET § i foha |

6 TEN oq, S T 3T Fast-track Officer ST f&am —
Fifer ar fad SieT &1, Ownership o @ oft |

5. 9IS o {1 Check-list | Are You Promotion-
Ready?

T 3 fUset 12 7EH 1 19T WHiHe Rt 2@m g 2
FAT AT IS AT A IUhohar AT ST foram 2 2
FAT ST ZTAH o oI FehTcHesh T © 2

M S e I e i T ae fie @ SR o
fvma 2

6. Ak HAT | Quote of the Chapter

“qE AT § TE1 fieTar 8, 9 aF SATqeh! St 3R gevi=
HGIgears 1”
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3TETT 19: UFOITOT, UaiToTusl 31k
fereprT

Chapter 19: Training, Certifications & Self-
Growth

1. IEATAAT | Introduction

SifehTT Wk TET & R it e o oee W @ — 7S dehHlen, Y
I 3R AT ) U H U st i diEd T ST T3
HULE WEHT ST 2 |

3 AT § T T h T, JHToTes 37T SATer-forehr =
helcl J9 SI2Td &, Sifceh hiaT shl i 98 SarE ad 2 |

2. ﬂ'@l‘;ﬁﬂ IR Flﬁ'thﬁE\'{T | Types of Trainings

e In-House ¢ Imar a1 &g smEfed grr
SrNfSIa (KYC, AML, Loan Processing, 371f<)

® Online Learning Platforms: S LMS, ilLearn,

RBI's e-learning modules
® On-the-job HT: si=r & difraed @ g

® External Certifications: JAIIB, CAIIB, NISM,
NCFM 311fg
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3. W@W'ﬂfﬂ | Power of Certifications

® JAIIB & CAIIB: YHITH o 1T SRt + 9 afg
® NISM Modules: s, FEA %3, Sfafed &
&t 7 T 3T A
® Digital Banking Courses: dSft & SGeTdt qaheleh!
T T SIS TeT STed
4. Snippet: “Ush Tféfhere I v sger i~

qfed, Teh NATFET B9 o 3 Aol 3= oTd o SAfeh
T § fUse W@ 9T | 3§ NISM Mutual Fund 37T JATIB
Torera fomam |

IS LT 3 R $E hl 4ol H THEUS HHT I 7 |

FTA THITH 32T H, IH ST 8l 38 fefsiedt wiew™ @
T ot 31 6 AT IR SIS |

St TR, Fare 3t 18 et — T e gy firet |

5. Self-Growth &Y 3TTad | Habits for Ongoing Self-

Development

o T 15 firfe forwft Sifeh 2ifteh Wt wg
o T AT SRR W&t

® T HEM TF Webinar AT Podeast T

o Hifed ¥ Flesish THT 3T 36 W hIH HAT
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6. Checklist | =T 31T HiEw & for dam &2

[ 7 39 39 GTA ohls 97 h1E I i fthehyr fomam 22
[ T TR YT FHHESTTET Tt 22

B I 379 & e FS 1 WEd 82

T 39k IT8 'Skill Upgrade' sl w1 27

7. Ak AT | Quote of the Chapter

“ITR SATT T ATA Uged T & 8, a1 9rag 3 forks sy
WEE—daTEw'I”
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31T 20: ollcpl o dgclTd 31k
a3ttt aforept

Chapter 20: Cross-role Opportunities

1. I¥ATIAT | Introduction

SifeT weh TET &7 § SRl monotony T Tk S8 W T o=
& %IE N cross-functional 3 multi-role 3T Iﬁﬂg
H

59 AR H ST 8 U € o H Ed g, S-S
qiHreRTd, fwTeRt 3110 T it T ST T EeRd 8, Sfoeh
skills, exposure, < 1ey promotion chances off ST R |

2. forer ¥ <t fUeRTd SueTed Bt & | Types of Cross-
Role Options

o T ¥ IHTNTW S T

o ik & freiyHfi As ash

o UoH ¥ Hid UeT H sreetTel

o T 1T FRTCR / heiet Afed | AT

® Retail @ MSME 3T Agri 9T HNI banking & f3Tee
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3. Case Snippet: “Ueh S & ATATEN AT 3”

TIET Tk St oft S8 v o o7 o O Teh Sl @ Sh e
IR T FHel AR |

30 g | & oft, AfehT shft ment 7 firem w foT s
I ST BASK W &7 ﬁ(i@qﬁq}ﬁ shadowing%
W@@Wﬁﬁﬁlﬁ— Gold Loan Sales Officer |

T TEH H 36 1 S T AT T NhITar ST feam 37K
319 3 Rural Business RM S shl 3T SR |

Hareh: sl SaTe i eI TE AT TSt B |
4. Cross-role ¥ AT & WIS | Benefits of Multi-role
Exposure

® 3 Skills % forshret

® S o Nt IcHTE H G

® g N exposure TG &

® Career H dSil § 3T g o Hish

5. T ¥ R | How to Prepare for Role Change

o I Strengths 37 Interests T Ug=TH

® Extra initiatives & — S product training, team

help
® Seniors ¥ STd=d Y 3T Feedback o
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® Performance % STNT STTAT TIHISH FIAT SHTG
® [nternal Job Postings (IJP) WX 2 3

6. Reality Check

Cross-role BHIM 3TTEE &l BaT — =5 fSwieTiat, 3| 1
coordination 37T g el 93%@ ST g1 BT @

3h_§ & Branch ¥ resistance 91 foret gerar 2
AT 3R 31T 3 oA @t Growth & Tl T |

7. Fun Fact

“9THd o s o< st 5 Internal Job Postings (1JP) * ST
T HTS ST BT b 73 HHTSAT H ST T ST
Id 2| - YuTTedt HHSTRET T career growth T st 4 |
e sfteer Frem 2 17

8. Quote of the Chapter “Growth begins at the end of

your comfort zone.”
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3TE2AT 21: GiIgccl ThILTAT

Chapter 21: Building Leadership Skills

E&Iﬂn‘l‘ | Introduction

ITET T W e I HAQ hae 9& AT designation & T
BA—afesh g AT |, I Basmie ot fofr 9 i
& & WA AT @ | T 31T oiiet ST 219 o S
AT B, I8 Toohibrd LT & TR ffvehet w o off @ o
WTEHT ST TG € |

e o= | Key Topics
%I'CAWTRIT%? | What is Leadership?

T GELU 1 T W1 e shi fawm # Ui o e we
T &aT ® | I8 ik v ug 7, afch yMa F IR AR | TH
et ST gfeenion, foramer 3R et o HTe & g o BT
T 8, 9T & 3ok UTH his STU=ITieh SUTre T &7 |

TS TR B ST & | Ueh B TTshanaTl ol et shtam
¥ 3T &l ol (e oar ®, Sefh Uah wiet Jam=R i
ST 3T 7, IO a1 3 At bt A et ® | it
AT AT &, STeIfeh HISR FefEera ST wd § | A A
T ITCd Lok sTeat IO ITH 3 T AT 2 |

81



rET o ﬁ?lﬁr EQ) ‘{&IT:F[ | Role of Leadership in a

Branch

e e o e weeaqol @ | Uk el wftet dw il At
AT 2, T I3 Ye™ et & SR ol o O wererar sar
2 | I FHHSATNET bl HIh T4 8, o ST SearaehaT 311
e sIgaT ® | oSt IIRaT 3 & Bl ITH Y 3 UTeh
T ST H HEE A § | S AR BT ST 3t 3T AT
I SeTaT o o forw oft foreier 2| gaia o, S it a%erdr o
T 1o e e 2 |

7% et ht faI9IwaTd | Traits of a Good Leader

o foam fmfor

o Hfshd &9 4 G

o TSI T ST T

e ITUTT AT, TR T AT
TTE o 10T | Moments of Opportunity

o AmHifém # A o

® IS GHEIT HHTY H ST et fsmr
Junior 3T 27 AT

forota wfcRarfoat & g wamn
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HEgAT 3 R | Learn to Lead

® [cadership & f?m HTARIh aﬁﬂ
® Role model T[T
® Mistakes ¥ €iGHT
¥k hETHT | Real Story: 'foMT ug & &y

fSRiehT, T Officer, 399 YRET Ysi9ieh o 3= leave T
S 9 21 8%l doh §Ti< Skl smooth diieh ¥ HHTeld] 2

FHHATIET i schedule T &, UsT Al W et €, 20 ¢
AT & ST T A $IeS TSd i o7 el 8 Tl -
S 3 39 TEH T hi ghest insurance achievement feraT|

fomT foreft SftunTiian designation EREPEIE] leadership T
g 3arew faan|

Checklist — T 39 T Leader 8?2
® T Y ¥k GHA H M el 82
o T U T STTIY HESTdT T ST L Tt 22
® T 3779 QUL I shine T T HIshT Ad &7
® IIT Y BTl § I Y T I i 82
® TIT 3T juniors ! @™ & Trg 3 &2
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Quote of the Chapter:

“A leader is one who knows the way, goes the way, and

shows the way.”

—John C. Maxwell
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31T 22: Tiell @IS ob [y aTeiRiep
ATl

(2}

Chapter 22: Mental Resilience for the Long
Run

ﬂﬁ?sb‘l‘ | Introduction

FE HHIHe &9 § 0! Wt €1 Hehell 8 | TTEehi o1 sIqeral
ST, 1 o galTd, SR sheft-shet saferre Sfia shi gaeand
— 3 g ekl AHfeR Rufd o yvifod s gha B 1 W@ A
TR AT ST WHT S8 ST 3, dTToh 37T 370 i
T AT BT Woh T TR ST o Al Her o1 8 |
'ﬂ'@l‘%lW| Key Topics

Wﬁﬁﬂ?ﬂﬁq\ﬁ?w%? | What is Mental Resilience?

siw dfkT & umfees naajf (Mental Toughness) Ush
FHHEH it I8 gHar & e 98 ®W % o, el i
FUETTAY, e ST 2 AT I ST TR ol FTHAT STt
Y T ITAT 2 ST I qTRIEH o SH1C W& © | I8 o
Heleld HEll e, Tfosh A AT (Resilience) AT
FTFARIe (Adaptability) 2 |
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SI SlfehtT H 1ok FStelcll o e 9eel:

qad 4 37 & T (Staying Calm Under Pressure):
do @Sl ¥ AR S g, fagen i wue,
TeohTe R I ohT ATeRarehdT SR Tt giReet
TTEehT ¥ FeT ISt 21 AR &9 & Hofeld FHAR
3 Rearferi & w1id o & Folr o & |

A&l P I19 FH H 3gdl (Goal Orientation &
Drive):

Sk =it forsht e (Sales Targets) AR 3T
eI & T G FAT ST @ | WA ATl 3¢
ST & i ITH A o TeTQ S Tt €, Wl & T
7 ferat off amemd 317d |

ThRIcHbR T h1 GTHAT T (Handling Negativity):
il TTEehi AT TR, TeRHal § waWe Al
HTH T AT ST TRRIHbAT U7 T HehelT B |
AR 9§ FAT AT § TR AT i
Ge T T8l B 9d 3 FehRIcHeh GI¥ehIv 1T
W@ g |

qrd & Ifd EATINAdl (Adaptability to
Change): ST Tt T et TaIcATSI 3T 3cUTE
THTIAR FEAd T&d & | AR Hefe[dt HHTE i
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T ST ohl TR i 3T T i Hig § Heg
LT R

®  37TcH-TIFAI 3N qTFAT3 1 J&¢I (Self-Control &

Emotional Regulation):

® IT GTHAT HHANAT I o, e = e Sl
AT bl e ot o Hee shedt R, fSrad o ggrer
Tl O I8 L T |

o TAfaal @ AT (Learning from Mistakes):

T HIE TATT AT & | A T & Ao Afeh

8, ST 38k o I EdTcaTied & S |
Had 1, S ST § A6k ASTed Tl i Iod aod
ATt AR H AT IhE WaRHH LA, T Rl Feiferd i 3R
U &9 Y {Iehiod g1 ¥ ag il 2 | T8 7 hael AT
HHAT o o, sifeer G Smar 6t gerdn SR uresh §ar
ToTerT % foTe +ft Aeaul 2 |

Aqd HITHAT & o0 378 | Habits for Building

Mental Resilience

o faftd =M
®  TfoTd HATER R iz

® THNIHS
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o U yayd

HhWTcHeh Tel il Ik | The Power of Positive
Thinking

o WIESUT T UL 3TYh i 3 Fofr
® T U AR T U WhIcHH Il T
o fawmerarel sl e 1 STE gT-T

3STET — Hhe U WHIGH #<ieldl | Example of Mental

Resilience in Crisis

StoT ot ST B ST dehHieh! TEETE ST & 37 U
& FHEATIET T GHTE hT IfIE Bl 2, T AIIEe wfedt
T 1 T 3R Tl ot wEt fowm § wmieta <A ue oftet i
e 2 |

TR TEHT | Real Story: el HgAd R A ggar

FH, Tk IR, Ueh a4 § SIS YHT doh 319+ ITET &
AT o ATl Sefl-clell fR1eedt 3 STcfereh s o ATers(g
3= qIOIH QAT & | 36 8L ekt qRiefd shi Aiaes
AT | gS foRAT ST IMET i 39 et HEM H TIe
TG el foT | el o1 71T @ o ST ek 31T Afee
9 Y A T&d &, Ao o s ¥l Tl STToeht Ik Tt
Fehelt 1"

88



Checklist — FIT 3T AT ©T Y TR E?

o T Y Tt Reurferlt  «ft wiqfera wa € 2

o T 3T faheraranl § €ig sl hifdrer shtd © 2

® TIT 3T U Tk 3T I Yad ol &= t@d
g2

® T 1Y THII JATCHITHTE SHTT T 8, =g Tiefeerfa
Y i g 2

® T AT HW HI Sf Sfie H Herd -1 T & 2

Quote of the Chapter:

“It's not the strongest of the species that survive, nor the

most intelligent, but the one most responsive to change.”

— Charles Darwin
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Paxt 6:

TROTT 3T ATeH - T+ T

Motivation & Self-Worth

Teh Sfeht 1 T89H | The Identity of a Banker
T SR Sf1e H e | Work-Life Balance
T S IOT | Self-Worth & Motivation

MY TTE 3T ATH-3@YTS | Mental Health
& Self-Care
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31221 23: Qb slepR ehl ugdTel

Chapter 23: The Identity of a Banker

E&Iﬂn‘l‘ | Introduction

Teh Sioh AT Shalel AH-ad i 1T ek T8 2ldT — 98
Y T clih, STfder ATiaieh, 3 g IR T e
ferefier T AT R | I8 T 3 U W HfEd ? S 31
T S & & # S0 © — @& % (o, Wieaht & forg, i
AT o foTw |

ﬂ'@q‘%ﬂﬁl‘ | Key Topics

bt Th qar a1 Tch Treht? | Banking: A Service or

Just job

T 37T Helc] 169 T L T8 €, F1 Tl b1 15iell 1 STrer
SR ?

ST =t Sharet T AR (Job) & ®9 H S@HT IME 39 U F
foe =1 ) e & wHer 7 9 R | &, 9% U UE S @ et
TH W L 8, AU Srshifaent g €, ot feeriEt
foma € | e, TS O 3E A U 3EE e ST R uE U
W(Sewice)%,ﬁwmﬁﬂﬁﬁﬁmmﬁﬁ
2l
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T SRt Ttk TSt shTaTs A el o |rer T Wetd; g9 A
o6 AT oh Gt S € | STl IS T SIS 370 Taed B o foTq
A o ST &, A1 81 Seh Afarsy shl fia T 7 weg id 2
STeT hiE foham 70t Boet % fIT st it , dF g0 SEeh!
SFHIET T HETT 30§ | STel 1S SieT ST 319 S8 & fofg
HET TTET 2, A T Ik ST T IS M T HIH 34 F |
3 o e e B, A R F A B ST g e & |

3O U H, 70 7 haol foxfiTr TatTe < €, afceh s IR Uah I,
e ATIaRTeh sh1 MfHehT Wi 1T 8 | Teeht o6t it 37l dqe
S g STo S oY STt ArefeRar firerdt 2 | &, ot of
Bl €, gera oft BT 8, i St & forel) ot a1fai & wrea o
Qi 3@ &, @ ot @ foh Te s weh et T, afeer
T U9 & ST HHTSl Rl SRR ol & STR [SaRr o1 3ar 81 98
T gt 1w =T, o AeTT wrEETsT 7R foama
1 T YL EH 2 |

ST 9T 3R THTHTOER Trer

ST g ATgeh bl o7 @ | Your Image in the

Customer's Eyes

TTEeh hl TS 1, Teh sioht e Teh Shi=i) Tt =i St 98 st
e LT & | sfoeh, o8 Ueh UHT S3fth BT & ford W o 319
fordi wiforss & forg e v € |

TTEe: ohl TSR H S h1 T8I %3 Heca Ul qecSl 8 Sl
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o INIHHE AATERR (Trusted Advisor): PIRETCIEG]
& for et SRt fidh oot &1 aTer &F AT A A,
Sifeh Teh VET oA feh B St SR ferefar st ohi wer
R 3¢ Tl HeATE & W | 3 SRt R Uk QT Afasteh
T & S 3 Tl e, srerd Iis1 91 AF o SR H
SHMERT ¥ ST ST @ | I8 WET &1 ST
e A fia |

® HoisT §31T AR I (Efficient and

Competent):
TS %! UH oo THE 3TTd & ST 3ok A ol STeal
TR T2t 7tk & fuerd § | Sieft shaw, SR-aR TSt
TS T /T AT TATTAT 378 [-RT el &1 Toh =1t
o T & ST TRRAT T WA ST & ST AT
T FETT S |

o wEMUfUUl 3R WIETR (Empathetic and
Helpful):
forefar wreT st SaftRTd 3 TRl 2Id € | TR
ST ST TTEehi ohi FedTaAl ol W &, 9 € a1 8
HI et aifeerfcri # ot 7eg sl sht hIfI=T e
2, I8 UTeeh h! TR H Ueh I (olsh SHM &9 ST &,
7 for ford e wefiT | @Rt STe Utees fordft aaer §
&1, Q1 ST ohl TR ST HEE shl AT T ST

e T |

93



o UREI R '&"‘FFE'IT (Transparent and Honest):
T TRERIT 31 IHHIE ld & | 0 THE & foh sIoht
a¥ft YTeehT, Tl TR SATsRATST % o H T8 STHHRT
| g T fouT BT Y[k AT ST SIHRRT AT o
fopame =1 i WeRd © | SAMERT 7R | I
0! GUIRTT HEgH HUC € |

e 3IUcTeyl 3R Ufafsramsiier (Accessible and

Responsive):
T ATEd & foh ST 32 St ehl STELd &1, df 98
SIS B | =18 B T EN, $He T 8l A1 He S ,
THT T SfsRaT ST 3T IRt TTRTAT T THTE
AT T 3T SRt hl TeaH © |

G, TTesh sl o T Teh St bl Tg=H foremd, gefdT,
FEfd R MERt & A & St R | AT FAA Th
foriter Sfier shi gefera eTi § weg T =rear € |
19| T T 1 9768 o] 379 HIHE HI S5 a1 Gl
28!
Sy 1 s e | Banker’s  Social
Responsibility:

o AR fored BT

o T R T AWTHERT il 7 T
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® Td TiSHe T ST — UTEh shl WcATS hl UTTHRdT
=G

TIhT ATH-UHHTT | Your Self-Worth as a Banker
D1 T A ot g1 InTer fur g @

"H et Feteh g, "H fth e 3T g — 3 fomm stgH
T

8 ﬂfﬁh‘f q%ﬁltlﬁ T — Tellers, RM, BM, a1 Security
Guard

Reality Check: "wswgaaﬁm TR g2

SRR TG § FHHATIT i I FHad GAT 7T 2
“FATFL TR © ! T W e T, et ITEeleh| R ST 1
AferT T=ag I 2 b 31 3| foew w1 e € S Qwr
TGN Sl TATAT R |

TLUTE ! AT § YT, T A shl ] o8 T shidl —
¥ AT ST T B |
Inspiring Snippet — Tk fa b1 ug=mr’

e fo, fortor, weh Afger RM, 3 Tk afie rifies o6t ues s1d)
i Tt TSuifsie HetTe 9ot 3eht ffarll et & | e Bwrl
e ] UTeh AT ST o ATST o ToIT 3T Thel & Aee T
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T | I8 TSN hegdl Tl — “ITR 39 {7 39 T gHemn
grar, A gar ff TR A 1

Quote of the Chapter:

"Banking is not just about money, it's about trust, care,

and empowering people to live better lives."
Quick Reflection — TS & UfoU:
o I I FHHTWIE 2 2
o T H g UTES I U WA Far A g 2
o FIT I UgaH Tt Ueh wHAR € Fel ATIH © 2

TH STEAT o W1 TS 3779 GE & AT e — & St 8, 371
TIERTE R |
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31ERATRI 24: epTaT 31 Sflcrel af Aietol
Chpter 24: Work-Life Balance

ﬂ;ﬁ%‘”lntroduction

ST wer fewifen My & — o8, FEem, FEd IR
el T | Q| H TSt ST o1 Her ST 9T U T o
SITAT @ | SAfeht J8T Eqer HATIeh Fsil, ST S TITiied 3t
B & G 2 |

ﬂ'@q‘%ﬂﬁl‘ | Key Topics

AT S § WA 2 | Why Balance Matters ?

o UFHM I THASE T =

o ¥l &t wH T

o UMY TETE shl YreIfhehal T
SfeRmT @IE\TLF[ & e | The Reality of Branch
Timings
10 ¥ 5 At fo@™ i § — 4 I 8:30 W 7 &1
FeAdT &
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TIT ShedT & 32T 2 | What Data Says ?

T &4 o ITER, 67% R ofeh = e & et ot
SHTTHE BT T L &

42% Sord 3 T T 3ok et fed e B €
S A ATG? | How to Restore Balance?
o Y e il T T
o AT e I ferma W@
® YHTE H H ¥ A T fod gl awe fefsreat fediom i
® 37U TG T 3TY TThIH & ST
Snippet: “UTUT AT Feat TN
T sich B = ST foh IHehT 6 T h oISt gl —
“qTqT, 319 sieh Rl oft el Tt el T2
30 fad 3= veelt R q¥ form — se we fads Sfireft 1 fam
BT | RIS SETCETY, SIS hict el |
Quick Fact:

ST 7 <A 719 6T Tk o 7, S Aaee gar g —
Overwork ® Hid | 987 Work-Life Balance ol T¥itar &
ferarsmar2 |

FIT & A § 36 3 HRg TR 8 2
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Reflection Checklist — g q tli\@'Q:

o T § 370 uftE 1 vt wH 3T 2

o T B Hig, T 3R Arfhes fufa 3w 22

o 7 H uft 3T & aTeX v e w72
Quote of the Chapter:

"Balance is not something you find, it's something you

create — with courage, clarity and commitment."
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31E2T 25: 3T 1R UROM
Chapter 25: Self-Worth & Motivation

E&Iﬂn‘l‘ | Introduction

ST SifeT # & fo Tt i w7 e ardt 8
T, TAIE o qalTd, EfHd Hare 1R 31d § 98 wramT o

7 © Y BT & ST ol AT |
ﬂ'@d‘%ﬂﬁ| Key Points

HHAE? | Who Am 1 in the System ?

“fYth Teh RIS Wit T et
# wep, =feh b1 fareid Tofarlt ol 13 &4 el §

# RIG 1 GERT 1H bl b1 FD, Tl 1 <Ii, Tt 1
9

4 U ok PHANI € | X G, H 59 slep 1 TG H HeH 1@l
g, T8 UTeh! St IS TR B 37T 4% B FASIR A 8 |
&1 4 1% 91 it § I FIFaT &, IEF 3798 Hdl &, 91
T TCAIBII J18G T 8 2 I W 674 398 Fe] 5o7aT Tell
g7
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4 3GdT & ATl %1, 379 e W GRI STel 37T A 9T Bl
2, 3% 9l &1 9@ @7Td §¢ | 8 3@ g foal i HiE 7
fersy o foTq s/9rd A 3777 & 37 38 TE! Gollg F1 STl
grct 2 | F 37 G %! 7eqE a1 § 91 d ST MG FAT
W Erell H Glad & | #9914 [64% T e B qren g, a1 H
3% Tardi 1 |1 1 e BT 91 eI & ?

14 g1 8, @87 B 8, Hfl-wl glvewer wreeh off g § 1
UH H H g2 ] 311d 1@ H! FIRR BT, GBI 5, 3R
|Id1 § 1o # T Gel Heile, Uk =1 aasid, ol $i
fSigeft 5 fera1 18T %eh ol @] © | 8 16 T 7311 781, T
$GT g 11 379 HIE1A] 3R SFH1Gl o Si<l dqerd a1l & |
dl, § M g 7 3 WIe U a9 %1 6q g, Sl Al 7%
fordft 8971 & STl & | F 38 g1 SATfofe SHaeell %1 T Blel
1 Ao TEearqyl foeat 8, 5t fofafiret ot gar 31 & ue da
g, 3R 39 959 A T3 TF @ @ FI [orHer] 3R aqfe
HEGE el e |

TROTT T AT AT E 2 | Why Motivation Drops ?

o iat gaTa oK %1 TeT
® O T Al PigA A ® & SN e,

o 3T UL Shl TSHITETST T
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ATeHATT Y UgET? | How to Build Self-Worth?
® U BIE-BIE ANEHI hl HEHH L
o AW T IqATd A I HIFRTT L

o T UEH W U HH T “UTesh el ford — &t
A9 &= ¥ wee il |l

artafies ST ST | | The Source of Inner Motivation

® 37U HIN o T HI G

® T I AU Fd T — ¢, Aléfthhe, Hietst

® ORI I U FHTAT G h SO 31T &
Short Story: “HaTq sl HEehT”

T, Teh HiZT, TS bl Hig-91 § 317 T&aT ATl T fo uah
SopT TTEeh T g Slet—

ST, T ST AT sfeh Rl sfeh ST 817

39 fo |l ol o Uk sIgeTa g, § i U shee e
]

Quote:

“You are not just a banker; you are a hope-giver, a

guide, a bridge between dreams and reality.”

Quick Activity:
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"JYHT SATH-Hed Feit aT13Y"

5 =fist forflay it o1 st 6 7 o foreft Tmees o weandt
& fag e —

form forelt Ao 6
for foret Sfie &
WW@'&F T NHIEAT committed o
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STE2A1°T 26: HTeTRICh IARLA 31X 31Tdl-

SN

Chapter 26: Mental Health & Self-Care

ﬂcﬁiﬁr | Introduction

TH 31T T TG aligt ST 1 HH el BT | 36 ST
T 9 o1 T foh Tk ITTET USR] 319 A Eeh T i
T 8l TG FohdT 8, 11k al 1 [t Ueh 7T sieht oI, SIfeeh
T GTETS 36 +ff a1 R |

ﬂ'@‘%‘ﬂ'ﬂ‘ | Key Topics

TS % TTHT HTOT | Common Stress Triggers

T TR SSATEH 1 Fa1d
o TTES hl IS T TSI
o  SATfthH difetfears T 2w oy
o st Sftam 31T s ot ST

™07 | Symptoms to Watch Out For

o  fie ot sl =1 g SAfRrk ok
o fusfuemH ok 3cuTe i et
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o AR feres I st

e I GBI U SAHT-IehT HEgH HTT

7473'33—('!7‘)?7 3R gifsIfefaet | Mindfulness & Positivity

Techniques

T YeR 5 fime wMifd H o3 " % el G8 H
é@-u

"3 <t e forg & sl €' atred & fo
3TITY

ATHATET THI— T ¥ aTeX ‘No Bank Talk’ Fram

Geh-sha? o SATHT IUTT | Easy Self-Care Tips

T H Uoh S 30T TG T h1g 1 (RISTeh, Ui,
aTeh)

TR W T TEq

REEELEICIE)

AT 79t — < 6 7 oI &Y &, T off i &
Bl

Reality Check Snippet

e St sk o |9 § ar T R 63% st hHeRl g
ofehTare o fRTe B €, TS & eAredt 3 shoft oft s&em forsh aeh
ERREDI
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Mini Story: ‘“TgA aﬁgg’v\”

T 1 6 TE & Tt e et off) ererare o o ot T
B TTT 1| U o SEehY st B 3 e
"Wﬁ'&lﬂ%,mﬂ?ﬁl @H@?ﬁﬁ@?Recharge@&Tﬁl"

a?@?@ﬁ%%@ Recharge Button S 8| IT9E 3 T AT
TE | el SATaT SEat HHeR] o |

Quote:

“Taking care of yourself doesn’t mean ‘me first’, it

means ‘me too’.”

Self-Care Checklist for Bankers:

® T AU 36 WHTE | fo @a o fore fHeprett 2
® T A 15 e ot forar i o forar 2

e T YA A &l har et T & & o s
TRt HHTaT § STe o7 2

® T Y 7T WIS ahl foref & g foma 2
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Part 7:
SR <o

Practical Tools & Templates

2R FisFTERdt 3T @ 2?(| Daily Planner &
Goal Tracker

Ay Hifdr ik @scd| Branch Huddles & Meeting

Formats

fipd Tmme fSF<| Complaint Handling
Scripts

SWOT farsgmur 37X 3Treq-awier | SWOT & Self-

Review Tools
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31T 27: gfoTeh AlSTelehdt 3TR cTorse
oo

Chapter 27: Daily Planner & Goal Tracker

ﬂcﬁiﬁr | Introduction

T feht sht g # e el Y& g317 A hel WeH gAT
— EERT ST 3 TR GG HHATIAT bl e | 21T | T |
1 |15 SATET &1 TR o Efd 8, A1 T oIgat el &t
HOREAAT 3h1 Ff & ST 2 |

3O 3T § g ATIeh! Ueh U1 fieen < fordr 317y 319 st
% AT Dl T ST & W L Hoh 3T T TRAH I
e fterd dlich o ¢ L Heh |

Section 1: Daily Planner Template | 2feh TrtTeRat
2t [

&Y (Format):

uuT Eap) grerfaerar| Rafa
10:00-10:30 AM | FRI @ A &AT|  I== qut
11:00—12:00 PM | UTGRT SRl I HET | HLAH | TG 9T

1:30-2:00 PM REEED AETIE | qOf
3:00-4:00 PM ofiaT gTeafe I dfera
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ity fa = vria feamr

Section 2: Weekly Target Tracker |‘HTH'I'%T=FFT&ZT ?Tﬁ{

T | AT [QHAR|[HTATR REEINNEEIN \gs:hquﬁielﬁl‘
aEar

s | s 1 0 1| 2 1| 5

foshr [arferen

®E- | 20 | 3 4 5 | 4 5 | 9@

I | Hicd

i

CASA| 10 1 2 1 3 PRELEED

3Th1SE

Reality Check: “&T WQ%WW@%‘!”
TEA & AohH Tl @ o F T8 S Ted 8, TAfeh w1t &
TersgmroT fopa STTaT & @ SEH 30-40% 9T foT 32T o =l
ST ? |

b = g1 T TEAT |

Quick Fun Fact

Te STHTEH T o STTER, ST AT ST fod W #d 8 A
25% SATST JTST B & ST AT & ST 8 ST G 3¢ o
FHATE
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Quote: "Failing to plan is planning to fail."" — Benjamin

Franklin
Mini Story — ““ifat &1 74T atiehT”

Y, TR RML, TS ST H w2t Wil et off | T 36 T8 o
e ok 5 farfre i cerfT SR &S |

FLYEE AT ST 10 HTAT b T U WX forarelt 31 fom o 3
# fosh ot |

TAISIT? Toh R H T T T Taet T g3 ST s
J 39 TS d—"You’re the most organised person here!"

TG, 1T T =T8T Revee !
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31220191 28: ¢lat oftfdor sikR ssc

Chapter 28: Huddles & Meeting Formats

1. E&Iﬂm‘l‘ | Introduction

AT & W A9 HfT 3R S g5 shaed Tah Sfig=IiERar
T, srfosh A1 ol ITed i, T8 A 3T 18T ot doh i
ST Fe8 TS ST B 2 |

Branch-level meetings and daily huddles are not mere
formalities—they’re powerful tools to energize the team,

bring clarity, and track targets.

2. &\ Hifdm @ aEw | Format of Effective Team
Meetings

S ST o REH %I g€ (Morning Huddle) &9 EARGE RS
o oI IR =, Tea Fuif@ e oK 3 W &1 @&
TEeq! e 2 | 7 fadh ue whfa 7, sfesk i ot Sired
I I T AT T i 2 |

e A FTe § Gag &1 g1 &d g1 FA113T:

1. FIfarT 3R Gfera (Energetic and Brief):

o THY HMHT: 10-15 e & sameT ==, arfes fav &
WIS |
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o 323 fa o [EeATd HepRIeHeRaT SR TqEaT & |1y
AT |

2. 9 fas (Key Discussion Points):
et Syatfermt it ugam (Previous Day’s Wins &

Recognition)

o FA & TAYS YeTA (3 WHHEY) a1 fheft faw
Iuafsyr (S, fhet 3 oT=T wEet aidg 41, Fis
AR ZTUIE QU ToFaT) T TreT e |

° @ﬁ%-@ﬁwr{ﬁaﬁ%ﬁwia%ﬁwwnﬁw
T €l
IETELTT: “Thel I 7 B &AM % &1 T Ueeh W1,
IMHER Y 17

3TTST & T 3T BT (Today’s Targets & Focus):

® T WY TIE T Y TG (S, 3T feh T @I
Wie &, fohd AT Toeliohe™ T8 6 €, I ferelt
T 3cITE T &I ST ) |

o T IW U o foIu =afhra @ew (IS wvrar &) ar 6
Y 0 A o fesh e i = |

JATE: ““3ATS TR & Hishd hiS HIS W &, TH

&Y Y T 5 T e IR |«
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STETY 3T THTHTT (Obstacles & Solutions):

o EuTford FHITCRIT (S, Foreew SraersH, 2T ohl A,
7 forelt @ ek St TEET) W= i 3R 396
ToTT AehTet TUTENH AT 3T AT | L |

ITEATT; <3 Y e oier Hfim =1t 1T 2, 9 W@ 3iR
T 1 et & e 1
o  3cuTe/IfehAT 3982 (Product/Process Updates):

o fordl T 3IcuTe, TA T ATH, AT FlHAT | BT BIC
FEAE! o TR H SHHRT | I8 GHHT HLar 8 ok
ot U B |

JATET: “HfHT HFFTIE TS ST AT § AT 8, AL
FeA |«
91 3R T (Questions & Suggestions):

o IS Wl HaTA TS AT GRS o o AT Sieaied
| I TRERIAT TR JerE Ferar g |

o 3TN “fordl A WIE T AT A F T wE
EICRE

3. &iteR 1t GFUHT (Role of the Leader):

® THRIHE Holl bl TON: AT i IcHTESHS T
T S ST BT TR |
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®  TUTAT: AT 3T TSI Al TIY 3TN witrw T |

o TfiGRI I SgTaT: Tl I e 3T 37U foeR aTgn
L o ToTe Tieafed L |

o T 3N umieyi: fewamd foF o1y 4w % @iy € R
STh! Heg o foTT Suetsy & |

4. 3aH (Closing):

® U WU HaRT AT AN STl &St {HTH |
o Tl I WHEATE § 371 3% Thet B o forg i
|
T 38 T A had fo i YeeTTa T faum § ot 8,

Sfer 1 1 T TS o & oh1H ot ST Toh- G il el
A o forq oft Wi Rt 2 |

5. Quote

"Coming together is a beginning, staying together is
progress, and working together is success."” — Henry

Ford
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Chapter 29: Complaint Handling Scripts

1. feret

TToRTRICT 2T HET HHTLT 7 Shole UTeeh o {qE LA 8, diceh
ofeh ST BT 3T UTE o @1 Wiy o defi bl ff 7telq
FAATR |

T ek R BT FRTsRTEIT h ST o foTe Teh aifées fshee
I wmg BT e, fSew ag afiftufd = fomr et &
T Heh |

2. Complaint Handling Script Structure

TTEeh © ST hid FH 37 <N hT T i

Step 1: TT&h i TeHT ol THS (Acknowledge Emotion)

"GUHE, H WA Wehd/Ehdl § foh TR T IV
IS e |

Step 2: qU HET W’I’vfﬁgﬁ (Listen Actively)
(ITE i TorT 2Tk 3TUHT Tt ol g 2rh ot <)

Step 3: HHET F TWE T U QT (Confirm
Understanding)
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"I EE GHET Bl 1 SAT9eh! GHET [I8] ©, & AT eAT "

Step 4: FHTEM o foT¢ 98 L (Take Ownership)

"H 37t S ST TR/ § STR Seg | SIe8 & R 1 S
ST/ |"
Step 5: G5 |1 dT¢ (Give a Timeline)
T} STTST Y Tl Toret foreamr & woeh shieTr/shiett 37T [x] Siei/fet
o ST TS T/ |
Step 6: Follow-up gMHf21d L (Follow Through)
(ITE% T update T =T TH I &1 AT process & &)
3. Ha1q & %O TR 91 (Sample Phrases)
" SATTRT AT T T TR & o WA E 1"
"HTIHT BIgelsh BHN fIg Aeoam 2 |
"B STTYEhT T ShT AT SRRt & & /e |
'S AR o foTq § ST &9 & &7 =redt/ e g "
4. a9y fowa (Special Tips)
® TTEH o A Ffl Tew 7

® TTEH I "Rule" AT "Policy” o A W et i
EAINNEETY
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® THI UTEeh ohl HHTHT o1 TEdT fe@md, wied &) deehied
ek

o TITHEA T BicAl-319 <7 A &, =g fearfa s of
|

5. T BT IZTET (Mini Case)
Case: TTES T HAHTIE SfaIe §aTl @ter UPI &t fam

Response Script:

"G, T Wkl foh SEE AT ST gE 1 ' gld
3Tk ZISIRT TEeTd <o shill 31K 24 HE H IS 31 | 3R
freen Jite)-fad 7€ tar 8, ar gw dispute raise sh{ =ik
JATYT personally WW@HI 0T 1 Az

31EqTT I | Chapter Summary

[ RNEIR R R E LT IR I CRIE KA EIR

B ST 9T, 62 I, SR Eal AishAT § Ureen forme sar @
B T RThTIA Toh 38R © — ook ohl o1 sIg™ ol
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31eaRT 30: SWOT ferecivor 31k 311eot-
Joftan

Chaptre 30: SWOT & Self-Review Tools

T SfRT F SATen-geaR SR garr i fIwm & e wam @
— g& T AT T8 ST SR SWOT” farsgwor 3f
SATH-FHTeT o TTearT § 370 URTeR forehre ot fowm wwem o
T3S |

SWOT FIT 87

S - Strengths Gﬂaﬁ) W - Weaknesses (Wﬁﬁﬁ?ﬁ) O -
Opportunities (3IFE) T - Threats (@?ﬁm%\l’tﬁﬁ'ﬁ)

I IO frsdor Ush st sl ATerfaderor o S
AT IfHeRT, e SR FTEHTSAT T JEa & § qHeH §
TEIAT BT 2 |

TROT 1: SWOT ATfeTehT a9 e
= < 1S arforent B SR § 31T T o eIy i

dTehd (Strengths) HAS T (Weaknesses)
I UTEeh Hall H 3101 § S qehrIeh! T shT hHT
&1 oo H A § 1&g JITH H U3 ST €
I (Opportunities) G (Threats)
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Y THIYE sht ST Y giaeaef ggam

T I TG T THT TTEeh TEAY AT a1

TROT 2; HTH-GHILT Tt

frfefiaa =i & ge @ dame L

T H B G AT 100% T E 2

T H 1T sht AHTAT H Wl AR FATE ?
Tort &1l o T3t UR 3 SRR € 2

7 & ¢ qftad 3R dehrieh i AT & forg T
g2

ot Tl Sl ATohd 41§ S g fig H ST STl
27

TR 3: Action Plan J-T0

T aX SWOT 3R ATcH-aer i 8 S, df TR e
é?ma%

FASIET T T L (S T )
ekl bl TEaeR 3¢ 31T fSram
ST T AT ISTE (ST THTUTI 1)
Tl ¥ Haeh & 37T 3k forw Fomt v

SRUTTGTI IGA0T: TR KT N gt & - Gg A
TEETT 3R GEATRATI " — A (H1eh 3T9i1eh)
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3IE2ART 31: Sich chataN: fS1aaiGRI chl
AT ITAITST
Chapter 30: The Silent Strength of Bankers)

ﬂcﬁiﬁr | Introduction

SifemT ot TR <o it HiR FHET AT & | W S UST
3T & fial Sfid E, 9 STd © TR T e a8 — et
T AMA IS 2 |

IR fou TT qe forell Taeor Ar fure @ e, e & 39
FHHAR o FA & S & o AT TR 1 o g @S 2
g A, Teh TAT & — 37 Sl bl {SIeh! shaTiar st
T T TS STl |

[Bh S wHenEl & A 7 20 w9 iR 37 T @ aret

qeq
o TdeIRERT Sfta
Th & S H1SeT, AN, HEA gidd, Joq 3T
foaifén wa Fo Far e |

® T HAS ek ThiH EIZHTT'
el o {o i hicd, Hed ST Y9 HUSE § HH =efdl
TR |
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/A e arel off 3TeEl o 1< 5o B 8
I AR ZT01ed, Raidd 3R siffecy # g |

Tohed] F1E Tehed a1l 3T TTe A1ei bl sTifoRat
T TE=T ohl WE ST BT © |

R 3§ Herd SATaT IH el I3 TET AT T&T 21l 2,
e Serpeff e R e AR AT |

%, SIP, A 31 feforeat Miedew oft SeTUgar 2 |
AT e & SR T A ], T3 A Seed IR
S g |

TR g s ST & |

TEE Feal = MHIMT + T8I LI T
TLHRY bt § 7T 35 WA H 8 SATE, 4T HIaied |
TTEe 1 TEHT AT 3G — I T I T8 3 |

@ 3R FS F-IM, Alhd STE T

THIH TS 947 92T @

SY | R ST o, BLASHT ol gl SRR Sl
B |

I SR? AT A TE AT HIRIATS |

121



"3RI et T ey ot STeesH aT 2 |

TEHT 1S T Y, ST Sfeh = &

I TRT oft Teaptrart "9k ' sl

fefsea wie, UPL, OTP &t firhrrd oft Sepeprft
AT 8, AT ook T U &1 AT 72

O T e

TSTH, $2(,, 2, Hel 8 T HLAT Bl o

Tk o S AR S — I AT |+l R =g
T el

TUHTE, B - o N Toreier 31 Sareee) gt
H

TS UTeh I ST sToall bl qLg AT &
ST U7 GoY ST AT & ST 2]

STeT <7 °1 T&T Bl €, siehehH silently economy =it
T2 &I & — foT atferai %l
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STEITRY 32: Gep AToM Sif 37311 =63 &
iRt

sifebr Bt gl o shem TEAT foreft |reoT iRl sht yEATa
T, Sfceh Toh FRAT HiEH, S 31 SHTS &l A0TEH o 3
I 2 | 7% TRt et ST T ST, AR & Hie WA
IV § T BT 2

1. I8 377 &, T J63Ta 7

I 6 Yo o HEAH ¥ YT Sifeh 6l sreet foferft st
ST, 36k GO ahl AT, 371 I T fawTm o o il &
Qe =l i T | wifer e T e ey oft — srerett g
A 3719 T 2| I8 LA A9 A1 fearar @ fob &t fe wan
T HIeHT € GE I e i o |

2. 5T SET, 39 ST 8

IS S ATk U J, ISTEL0T, 3N FTagTieh S & —
I2 I USTHL o AT H SARA FIEHT 2 |

T AT UTEe oh! o1 bl T8t § Je T IR & ?
AT 3T N & 1Y R d8al ATAHA SHT AT R 8 2

T ST I HIT AL hl Aok 3T SIS TIT @ 2
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3. GREAT 3TaR 7% BT 8

T ST § STeER ST feen 1 A A4 €, Al s
e § Y[ BT 2 SRl ¥ SIPTeehdT ST € — 379 & | afe 319
3 e H IHTAT TG, A 7 At e 7 afeeh TS
T gHeRT TER fw |

4. B I, ATHYT & To10:

o RITH T G 5 AT € ohl HITRTRT FAT/FA G 2
o F & o @l wH=TRET T Tt wr e
EERICECIES:
o T UL IS Ueh 37T AT & shi AT &, T 7
34 forshférd s IR E 2
5. Tek 73 Gel, Ueh 7497 AT

3 o%h & AU R iR T, 37 T8 9F A o foh 3T 36
I 4 fohe faT & STHT =ITed €| 8Y 9T SehY Uk ATk 8
— W1 Bergl ATEeh! & ST st GHTIId HXdT 81 ST 3119
3797 KTH K1 3T TIRT @ 3G, a1 ATqh 379+ 99 T
e HEGH g

317%’#%:

I ATAT JRT THTH T Srel| I T 5 Teh ST & — Teh AT
ST IE R B |

ST, 3 ITAT hl SCHTE, THUT T TS o WY 3T FGTY |
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T YT ST TG T GLATST G 2,
o -7 7, forgm e 2
HITST % i off foet ergehal €,

T GEaEd H g9 IHHhd ¢ |

fireprard & a1 geerm i e,

BLUTES § S[Se1 & Toh T HeTeN |

T A& I &, T G0 6T 9T,

T TSI ST & BTG T ST 81 |
T 2 S, 37 38 Sl J S R,

TE THL R, 7 36 GE &A1 R |

g YRl T, TE W1 HTHA &,

"H SR g, AR AU E ¢ |

125



Frontline Banker T SRUTTEIT

% ek sfoh o STTeTS Tt ek AR A Bt — o8 ek SheaTed
Sort Y G 3T STTCHT hT STTET BidT Rl

8 g4 ATe feadt & fob 5 fh i o o fife e
el I T E

2 foregme S ATt ey 9 9T, 3 GHTS S 3T S]H
et AR B ?

O vt Wi, P> 7 R Y e o 8

@ “We Understand Your World” » &9 THgd %‘, fad
ECREG]

& “fredi 1 5 P> TH T UTEh ! Ted i aig Fvma &

Kb e g T veEw i A Remdt € - w R, ®
TS H|

W o % T Siohl shl T ATEH 0 56 TN &
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1. Public Sector Banks (Government Banks)

Bank Name Tagline

State Bank of India (SBI) |The Banker to Every Indian
Punjab National Bank The Name You Can Bank
(PNB) Upon

Bank of Baroda India’s International Bank
Canara Bank Together We Can

Union Bank of India Good People to Bank With
Bank of India Relationship Beyond Banking
Indian Bank Your Own Bank

Indian Overseas Bank Good People to Grow With
(IOB)

UCO Bank Honors Your Trust

Central Bank of India Build A Better Life Around Us
Bank of Maharashtra One Family One Bank

Punjab & Sind Bank Where Service is a Way of

Life

2. Private Sector Banks

Bank Name Tagline

HDFC Bank We Understand Your World
ICICI Bank Hum Hai Na, Khayal Apka
Axis Bank Dil Se Open

Kotak Mahindra Bank Let's Make Money Simple
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IndusInd Bank We Make You Feel Richer

Yes Bank Experience Our Expertise

IDFC FIRST Bank Always You First

Federal Bank Your Perfect Banking Partner

RBL Bank Apno Ka Bank

South Indian Bank Experience Next Generation
Banking

Karnataka Bank Your Family Bank Across
India

Dhanlaxmi Bank Tann. Mann. Dhan.

Tamilnad Mercantile Bank

Be a Step Ahead

City Union Bank Trust and Excellence since
1904

CSB Bank (Catholic Syrian |Support All The Way

Bank)

Bandhan bank Apka Bhala Sabki Bhalai

3. Small Finance Banks (SFBs)

Bank Name

Tagline

AU Small Finance Bank

Chalo Aage Badhein

Equitas Small Finance Bank

It’s Fun Banking

Ujjivan Small Finance Bank |Build a Better Life
Jana Small Finance Bank Paise Ki Kadar
ESAF Small Finance Bank  |Joy of Banking
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Fincare Small Finance Bank

Better Banking, Better

Living

Suryoday Small Finance Bank

A Bank of Smiles

North East Small Finance
Bank

Your Doorstep Banker

Utkarsh Small Finance Bank

Aapki Udaan, Hamari Shaan

Capital Small Finance Bank

Vishwas Se Vikas Tak

4. Co-operative Banks (some popular ones)

Bank Name Tagline

Saraswat Bank Service to the Common
Man

Cosmos Bank Tradition of Trust

SVC Co-operative Bank The Bank That Cares

Shamrao Vithal Co-operative  |A Tradition of Trust

Bank

TJSB Sahakari Bank Bank On Us

NKGSB Co-operative Bank

Banking with Personal
Touch

(Note: Many local cooperative banks don't have a formal

tagline.)
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5. Regional Rural Banks (RRBs / Gramin Banks)

Bank Name Tagline

Baroda UP Bank Banking for All

Aryavart Bank Empowering Rural
India

Dakshin Bihar Gramin Bank Apka Apna Bank

Jharkhand Rajya Gramin Bank Har Ghar Bank

Kerala Gramin Bank A Bank for Prosperity

Karnataka Gramin Bank Prosperity for All

Andhra Pradesh Grameena Vikas |Apka Apna Bank

Bank

Telangana Grameena Bank Progress with Purpose

(Many RRBs don't advertise taglines heavily but focus on

rural service.)

319 HRacd | 781 W arel Banks (Merged)

Bank Name Tagline

Vijaya Bank A Friend You Can Bank Upon
Dena Bank Trusted Family Bank
Allahabad Bank A Tradition of Trust
Syndicate Bank Faithful. Friendly.
Corporation Bank Prosperity for All

Andhra Bank Where India Banks
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Oriental Bank of Where Every Individual is

Commerce Committed

United Bank of India | The Bank that Begins with “U”

Bharatiya Mahila Bank |[Empowering Women,
Empowering India

ING Vysya Bank Jiyo Easy

Bank of Rajasthan Together We Prosper

Global Trust Bank Empowering People

Centurion Bank of We Value Your Time

Punjab

Times Bank Banking Redefined

Lord Krishna Bank We Value Relationships

Benares State Bank

Customer First Always

Source: Google data.
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