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EFSP Auxiliary ESL Curriculum

Banking Operations English
Instructor guide for advanced ESL learners working in banking operations

Audience: bank operations staff, branch managers, loan operations teams, KYC/AML analysts,
fraud operations staff, payment operations teams, compliance staff, and banking leaders

Focus: A banking operations English curriculum for KYC, AML, loan operations, payment exceptions, fraud, customer
complaints, audits, operational risk, and regulatory communication.

Designed for advanced ESL learners who already use professional English and need industry-specific terminology, realistic
meetings, role-play pressure, careful pushback, and polished workplace outputs.

Teaching stance: this is language and workplace-communication training, not legal, medical, financial, safety, or regulatory advice.
Instructors should connect every scenario to the learner's current company policies, local rules, and approved procedures.
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Purpose and Course Logic

A banking operations English curriculum for KYC, AML, loan operations, payment exceptions, fraud, customer
complaints, audits, operational risk, and regulatory communication.

Core language challenge

Advanced learners do not only need vocabulary. They need the ability to ask which standard applies, who owns the decision,
what evidence is sufficient, what risk is being accepted, and how to disagree without sounding vague, defensive, or reckless.

Each module trains a realistic workplace pressure point with role-specific terms, decision language, pushback practice, and a
written output learners can adapt to their own work.

Course objectives
- Use banking operations terminology accurately in meetings, written updates, handoffs, escalations, reviews, and client

or stakeholder conversations.

- Turn vague requests into specific questions about evidence, owner, deadline, constraint, risk, and decision rights.

- Push back on unsafe, unsupported, noncompliant, unrealistic, or poorly scoped proposals while preserving
professional trust.

- Handle realistic dialogues from the field, including conflict, uncertainty, documentation gaps, customer or stakeholder
pressure, and cross-functional disagreement.

- Produce concise workplace outputs: briefing notes, escalation updates, meeting scripts, risk memos, decision records,
and follow-up messages.

Instructor Module Plans

Module 1. Account Opening and KYC (90 minutes)
Ask for required information without sounding suspicious or intrusive.

Learners should be able to

- Use these terms accurately: KYC, CIP, beneficial owner, risk rating.

- Explain the workplace tension: KYC, customer identification, beneficial ownership, and risk rating must be complete.

- Respond professionally when a stakeholder says: Open the account to preserve the relationship.

- Draft a usable KYC explanation script with facts, caveats, owner, and next step.

Customized scenario

Workplace pressure

A customer resists providing beneficial ownership information.

Open the account to preserve the relationship.

KYC, customer identification, beneficial ownership, and risk rating must be complete.

Classroom sequence

1. Terminology drill: define each term, then use it in one sentence from the learner's own role.

2. Risk map: identify the stakeholder, the decision, the evidence gap, the operating constraint, and the cost of being
wrong.

3. Pushback ladder: move from clarifying question to evidence-based objection to consequence to decision request.
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4. Output lab: draft and revise a KYC explanation script.

Module 2. AML Monitoring and Suspicious Activity (90 minutes)
Escalate unusual activity carefully.

Learners should be able to

- Use these terms accurately: AML, structuring, SAR, tipping off.

- Explain the workplace tension: Tipping-off risk, investigation, documentation, and SAR process apply.

- Respond professionally when a stakeholder says: Tell the customer the bank is investigating them.

- Draft a usable AML escalation note with facts, caveats, owner, and next step.

Customized scenario

Workplace pressure

A series of cash deposits appears structured.

Tell the customer the bank is investigating them.

Tipping-off risk, investigation, documentation, and SAR process apply.

Classroom sequence

1. Terminology drill: define each term, then use it in one sentence from the learner's own role.

2. Risk map: identify the stakeholder, the decision, the evidence gap, the operating constraint, and the cost of being
wrong.

3. Pushback ladder: move from clarifying question to evidence-based objection to consequence to decision request.

4. Output lab: draft and revise a AML escalation note.

Module 3. Loan Operations and Documentation (90 minutes)
Coordinate closing conditions and exceptions.

Learners should be able to

- Use these terms accurately: loan boarding, collateral, condition precedent, exception.

- Explain the workplace tension: Conditions precedent, collateral, authority, and exception approval must be reviewed.

- Respond professionally when a stakeholder says: Close now and collect documents later.

- Draft a usable loan closing exception memo with facts, caveats, owner, and next step.

Customized scenario

Workplace pressure

A commercial loan is scheduled to close but documents are incomplete.

Close now and collect documents later.

Conditions precedent, collateral, authority, and exception approval must be reviewed.

Classroom sequence

1. Terminology drill: define each term, then use it in one sentence from the learner's own role.

2. Risk map: identify the stakeholder, the decision, the evidence gap, the operating constraint, and the cost of being
wrong.

3. Pushback ladder: move from clarifying question to evidence-based objection to consequence to decision request.
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4. Output lab: draft and revise a loan closing exception memo.

Module 4. Payment Operations and Exceptions (90 minutes)
Communicate payment delays with precise status language.

Learners should be able to

- Use these terms accurately: wire transfer, ACH, sanctions screening, exception queue.

- Explain the workplace tension: Screening, investigation status, release authority, and customer messaging must be
controlled.

- Respond professionally when a stakeholder says: Tell the customer it is delayed for compliance.

- Draft a usable payment hold update with facts, caveats, owner, and next step.

Customized scenario

Workplace pressure

A wire transfer is held for sanctions screening.

Tell the customer it is delayed for compliance.

Screening, investigation status, release authority, and customer messaging must be controlled.

Classroom sequence

1. Terminology drill: define each term, then use it in one sentence from the learner's own role.

2. Risk map: identify the stakeholder, the decision, the evidence gap, the operating constraint, and the cost of being
wrong.

3. Pushback ladder: move from clarifying question to evidence-based objection to consequence to decision request.

4. Output lab: draft and revise a payment hold update.

Module 5. Fraud Operations and Customer Escalation (90 minutes)
Balance customer empathy with fraud controls.

Learners should be able to

- Use these terms accurately: fraud claim, provisional credit, chargeback, dispute.

- Explain the workplace tension: Provisional credit, investigation timelines, evidence, and regulatory rights matter.

- Respond professionally when a stakeholder says: Refund it to calm the customer.

- Draft a usable fraud dispute script with facts, caveats, owner, and next step.

Customized scenario

Workplace pressure

A customer insists a disputed debit should be refunded immediately.

Refund it to calm the customer.

Provisional credit, investigation timelines, evidence, and regulatory rights matter.

Classroom sequence

1. Terminology drill: define each term, then use it in one sentence from the learner's own role.

2. Risk map: identify the stakeholder, the decision, the evidence gap, the operating constraint, and the cost of being
wrong.
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3. Pushback ladder: move from clarifying question to evidence-based objection to consequence to decision request.

4. Output lab: draft and revise a fraud dispute script.

Module 6. Operational Risk and Controls (90 minutes)
Discuss control failures without hiding exposure.

Learners should be able to

- Use these terms accurately: operational risk, control, reconciliation, remediation.

- Explain the workplace tension: Impact assessment, root cause, control redesign, and evidence are required.

- Respond professionally when a stakeholder says: Mark it remediated after one correction.

- Draft a usable control-gap remediation with facts, caveats, owner, and next step.

Customized scenario

Workplace pressure

A reconciliation control was missed for two months.

Mark it remediated after one correction.

Impact assessment, root cause, control redesign, and evidence are required.

Classroom sequence

1. Terminology drill: define each term, then use it in one sentence from the learner's own role.

2. Risk map: identify the stakeholder, the decision, the evidence gap, the operating constraint, and the cost of being
wrong.

3. Pushback ladder: move from clarifying question to evidence-based objection to consequence to decision request.

4. Output lab: draft and revise a control-gap remediation.

Module 7. Audit and Regulatory Exams (90 minutes)
Answer exam questions with evidence and ownership.

Learners should be able to

- Use these terms accurately: examiner, audit evidence, finding, management response.

- Explain the workplace tension: Documentation, sample evidence, timing, owner, and corrective action must be ready.

- Respond professionally when a stakeholder says: Say the process exists.

- Draft a usable exam response tracker with facts, caveats, owner, and next step.

Customized scenario

Workplace pressure

An examiner requests proof of complaint handling.

Say the process exists.

Documentation, sample evidence, timing, owner, and corrective action must be ready.

Classroom sequence

1. Terminology drill: define each term, then use it in one sentence from the learner's own role.

2. Risk map: identify the stakeholder, the decision, the evidence gap, the operating constraint, and the cost of being
wrong.
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3. Pushback ladder: move from clarifying question to evidence-based objection to consequence to decision request.

4. Output lab: draft and revise a exam response tracker.

Module 8. Customer Complaints and Fair Treatment (90 minutes)
Resolve complaints without unauthorized promises.

Learners should be able to

- Use these terms accurately: complaint, fee disclosure, error resolution, fair treatment.

- Explain the workplace tension: Fee schedule, disclosures, error resolution, fairness, and escalation path need review.

- Respond professionally when a stakeholder says: Waive all fees immediately.

- Draft a usable complaint resolution summary with facts, caveats, owner, and next step.

Customized scenario

Workplace pressure

A customer alleges unfair fees.

Waive all fees immediately.

Fee schedule, disclosures, error resolution, fairness, and escalation path need review.

Classroom sequence

1. Terminology drill: define each term, then use it in one sentence from the learner's own role.

2. Risk map: identify the stakeholder, the decision, the evidence gap, the operating constraint, and the cost of being
wrong.

3. Pushback ladder: move from clarifying question to evidence-based objection to consequence to decision request.

4. Output lab: draft and revise a complaint resolution summary.

Nomenclature and Jargon

These are classroom working definitions. Learners should adapt wording to their organization's policies, systems, and
local regulatory environment.

Account Opening and KYC

Term Working meaning

KYC Working banking operations term used in account opening and kyc; define the owner, evidence source,
governing document, risk, and decision impact before using it in a meeting.

CIP Working banking operations term used in account opening and kyc; define the owner, evidence source,
governing document, risk, and decision impact before using it in a meeting.

beneficial owner Working banking operations term used in account opening and kyc; define the owner, evidence source,
governing document, risk, and decision impact before using it in a meeting.

risk rating Working banking operations term used in account opening and kyc; define the owner, evidence source,
governing document, risk, and decision impact before using it in a meeting.

AML Monitoring and Suspicious Activity

Term Working meaning

AML Working banking operations term used in aml monitoring and suspicious activity; define the owner,
evidence source, governing document, risk, and decision impact before using it in a meeting.
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Term Working meaning

structuring Working banking operations term used in aml monitoring and suspicious activity; define the owner,
evidence source, governing document, risk, and decision impact before using it in a meeting.

SAR Working banking operations term used in aml monitoring and suspicious activity; define the owner,
evidence source, governing document, risk, and decision impact before using it in a meeting.

tipping off Working banking operations term used in aml monitoring and suspicious activity; define the owner,
evidence source, governing document, risk, and decision impact before using it in a meeting.

Loan Operations and Documentation

Term Working meaning

loan boarding Working banking operations term used in loan operations and documentation; define the owner, evidence
source, governing document, risk, and decision impact before using it in a meeting.

collateral Working banking operations term used in loan operations and documentation; define the owner, evidence
source, governing document, risk, and decision impact before using it in a meeting.

condition precedent Working banking operations term used in loan operations and documentation; define the owner, evidence
source, governing document, risk, and decision impact before using it in a meeting.

exception Working banking operations term used in loan operations and documentation; define the owner, evidence
source, governing document, risk, and decision impact before using it in a meeting.

Payment Operations and Exceptions

Term Working meaning

wire transfer Working banking operations term used in payment operations and exceptions; define the owner, evidence
source, governing document, risk, and decision impact before using it in a meeting.

ACH Working banking operations term used in payment operations and exceptions; define the owner, evidence
source, governing document, risk, and decision impact before using it in a meeting.

sanctions screening Working banking operations term used in payment operations and exceptions; define the owner, evidence
source, governing document, risk, and decision impact before using it in a meeting.

exception queue Working banking operations term used in payment operations and exceptions; define the owner, evidence
source, governing document, risk, and decision impact before using it in a meeting.

Fraud Operations and Customer Escalation

Term Working meaning

fraud claim Working banking operations term used in fraud operations and customer escalation; define the owner,
evidence source, governing document, risk, and decision impact before using it in a meeting.

provisional credit Working banking operations term used in fraud operations and customer escalation; define the owner,
evidence source, governing document, risk, and decision impact before using it in a meeting.

chargeback Working banking operations term used in fraud operations and customer escalation; define the owner,
evidence source, governing document, risk, and decision impact before using it in a meeting.

dispute Working banking operations term used in fraud operations and customer escalation; define the owner,
evidence source, governing document, risk, and decision impact before using it in a meeting.

Operational Risk and Controls
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Term Working meaning

operational risk Working banking operations term used in operational risk and controls; define the owner, evidence
source, governing document, risk, and decision impact before using it in a meeting.

control A process, approval, check, or technical safeguard designed to reduce risk.

reconciliation Working banking operations term used in operational risk and controls; define the owner, evidence
source, governing document, risk, and decision impact before using it in a meeting.

remediation Working banking operations term used in operational risk and controls; define the owner, evidence
source, governing document, risk, and decision impact before using it in a meeting.

Audit and Regulatory Exams

Term Working meaning

examiner Working banking operations term used in audit and regulatory exams; define the owner, evidence source,
governing document, risk, and decision impact before using it in a meeting.

audit evidence Working banking operations term used in audit and regulatory exams; define the owner, evidence source,
governing document, risk, and decision impact before using it in a meeting.

finding Working banking operations term used in audit and regulatory exams; define the owner, evidence source,
governing document, risk, and decision impact before using it in a meeting.

management response Working banking operations term used in audit and regulatory exams; define the owner, evidence source,
governing document, risk, and decision impact before using it in a meeting.

Customer Complaints and Fair Treatment

Term Working meaning

complaint Working banking operations term used in customer complaints and fair treatment; define the owner,
evidence source, governing document, risk, and decision impact before using it in a meeting.

fee disclosure Working banking operations term used in customer complaints and fair treatment; define the owner,
evidence source, governing document, risk, and decision impact before using it in a meeting.

error resolution Working banking operations term used in customer complaints and fair treatment; define the owner,
evidence source, governing document, risk, and decision impact before using it in a meeting.

fair treatment Working banking operations term used in customer complaints and fair treatment; define the owner,
evidence source, governing document, risk, and decision impact before using it in a meeting.

Industry-Specific Meeting Moves

Situation Useful language

Account Opening and KYC Before we commit, I want to confirm KYC, CIP, the owner, and the evidence behind the decision.
If kyc, customer identification, beneficial ownership, and risk rating must be complete., I
recommend we document the risk and agree on the next step.

AML Monitoring and Suspicious
Activity

Before we commit, I want to confirm AML, structuring, the owner, and the evidence behind the
decision. If tipping-off risk, investigation, documentation, and sar process apply., I recommend
we document the risk and agree on the next step.

Loan Operations and Documentation Before we commit, I want to confirm loan boarding, collateral, the owner, and the evidence
behind the decision. If conditions precedent, collateral, authority, and exception approval must be
reviewed., I recommend we document the risk and agree on the next step.
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Situation Useful language

Payment Operations and Exceptions Before we commit, I want to confirm wire transfer, ACH, the owner, and the evidence behind the
decision. If screening, investigation status, release authority, and customer messaging must be
controlled., I recommend we document the risk and agree on the next step.

Fraud Operations and Customer
Escalation

Before we commit, I want to confirm fraud claim, provisional credit, the owner, and the evidence
behind the decision. If provisional credit, investigation timelines, evidence, and regulatory rights
matter., I recommend we document the risk and agree on the next step.

Operational Risk and Controls Before we commit, I want to confirm operational risk, control, the owner, and the evidence behind
the decision. If impact assessment, root cause, control redesign, and evidence are required., I
recommend we document the risk and agree on the next step.

Audit and Regulatory Exams Before we commit, I want to confirm examiner, audit evidence, the owner, and the evidence
behind the decision. If documentation, sample evidence, timing, owner, and corrective action
must be ready., I recommend we document the risk and agree on the next step.

Customer Complaints and Fair
Treatment

Before we commit, I want to confirm complaint, fee disclosure, the owner, and the evidence
behind the decision. If fee schedule, disclosures, error resolution, fairness, and escalation path
need review., I recommend we document the risk and agree on the next step.

High-pressure pushback frames
- I understand the urgency. The risk is that we move faster than the evidence or process supports.

- I am not blocking the goal. I am naming the condition we need before the decision is safe and credible.

- If we accept this risk, we should name the owner, document the assumption, and define the trigger for escalation.

- That may be possible, but not under the current scope, timeline, or approval path.

- Let's separate what we know, what we assume, and what still needs confirmation.

Assessment and Coaching

Performance rubric

Skill Developing Proficient Strong

Terminology Recognizes terms but uses them
loosely.

Uses field terms accurately in
context.

Defines terms, connects them to
evidence, and explains decision
impact.

Pushback Disagrees vaguely or avoids
disagreement.

Names concern with evidence and
next step.

Balances urgency, relationship, risk,
owner, and decision rights.

Scenario judgment Focuses on one stakeholder's
preference.

Identifies constraint, risk, and
process.

Guides the group toward a
documented, realistic decision.

Written output Writes general summaries. Produces clear notes with facts
and owner.

Creates concise, decision-ready
workplace communication.

Source orientation
- Bank policies, KYC/AML procedures, and regulator guidance.

- Payment rules and sanctions-screening procedures.

- Audit, complaint, and operational-risk frameworks.

- The learner's own company policies, SOPs, contracts, systems, templates, and approved communication standards.


