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— About this book

Welcome to the "Back Office Associate - Financial Services" training program. This handbook is crafted
to furnish participants with a comprehensive understanding of the role of a data analyst in the financial
services sector, with a specific focus on managing information systems, generating insights, and ensuring
data integrity and security. Throughout this training initiative, participants will delve into various facets
of data analysis, including data collection, processing, interpretation, and presentation. The handbook
aims to equip participants with the requisite skills to navigate through vast datasets, extract meaningful
information, and provide actionable recommendations.

Participants will also be trained to stay abreast of emerging technologies, tools, and methodologies
in data analysis relevant to the financial services domain. Emphasis will be placed on effective
communication skills, enabling participants to convey complex data findings in a clear and concise
manner to stakeholders. The handbook outlines the key competencies and proficiencies essential for
successful MIS data analysts in financial services. This encompasses proficiency in data visualization,
database management, statistical analysis, and adherence to regulatory compliance standards.

Performance metrics are established to motivate participants to attain the necessary skills through
practical application and adherence to industry best practices.

This Participant Handbook is designed based on the Qualification Pack (QP) under the National Skill
Qualification framework (NSQF) and it comprises of the following National Occupational Standards
(NOS)/ topics and additional topics.

1. BSC/N4102: Handle Documentation and Customer Records

2. BSC/N4103: Coordinate with Other Departments

3. DGT/VSQ/N0102: Employability Skills (60 Hours)
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— Key Learning Outcomes | ¢

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

1.

vk W

Outline the overview of Skill India Mission

Discuss about the Banking Industry and its sub-sectors

Define the roles and responsibilities of a Back Office Associate - Financial Services
Perform appropriate steps to collect the customer data from the sales team

Show how to segregate the documents based on customer type and record details accurately
in the prescribed format

Demonstrate how to input data into computer systems to support document and information
retrieval

Show how to locate and correct data entry errors, and report them to the authorized person
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UNIT 1.1: Introduction to Skill India Mission

— Unit Objectives | ©

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

1. Describe the significance of the Skill India Mission
2. Describe the expanse of the Indian Banking Industry and its sub-sectors.
3. Elucidate the basic terminologies, and concepts associated with banking services.

—1.1.1 Skill India Mission Objectives And Benefits

The Skill India Mission, launched by the Government of India in 2015, aims to train over 40 crore (400
million) people in various skills by 2022. The mission's primary objectives and benefits are designed to
enhance the skills of the Indian workforce, thereby improving employability and productivity. Here are
the key objectives and benefits of the Skill India Mission:

Improve employability:

e Provide quality training to enhance the employability of the youth.
e Develop a workforce that meets the demands of various industries.

Bridge the skill gap:
e Address the existing skills gap in various sectors of the economy.
e Create a pool of skilled professionals aligned with market needs.

Standardization and quality assurance:

e Establish standard procedures for skill development programs.
e Ensure that training programs meet global standards of quality.

Inclusivity:

e Include marginalized sections of society, including women, differently-abled persons, and
economically disadvantaged groups, in skill development initiatives.

Promote entrepreneurship:

e Encourage and support entrepreneurship among the youth.
e Facilitate the creation of small and medium enterprises (SMEs) and startups.

Integration with education:

¢ Integrate skill development with formal education.
e Promote vocational education and training in schools and colleges.

—______&__________
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Use of technology:

e Leverage technology to make skill training more accessible and efficient.
¢ Implement e-learning platforms and digital training tools.

International collaboration:

e Collaborate with international organizations and countries to adopt best practices in skill
development.

e Facilitate the global mobility of skilled professionals.

Economic growth:

e Contribute to economic growth by creating a skilled workforce.
e Enhance productivity and efficiency in various sectors.

Employment generation:

e Create job opportunities for millions of youths.
e Reduce unemployment and underemployment rates.

Improved quality of life:

* Increase the earning potential of individuals through skill enhancement.
e Improve the standard of living for families and communities.

Industrial development:

e Support industrial growth by providing industries with skilled labour.
e Foster innovation and competitiveness in the economy.

Social equity:

e Promote social inclusion by empowering disadvantaged groups with skills and opportunities.
e Reduce socio-economic disparities.

Sustainable development:

e Encourage sustainable practices through skill training in green jobs and renewable energy sectors.
e Support environmental sustainability through skilled manpower in relevant fields.

Global competitiveness:

e Position India as a global hub for skilled manpower.
e Enhance the country's competitiveness in the international market.

Enhanced quality of workforce:

e Improve the overall quality and reliability of the Indian workforce.
e Equip workers with modern skills and knowledge required by contemporary industries.
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The Skill India Mission aims to transform the skill development landscape in India, making it more
responsive to the changing economic and technological environment, thus ensuring inclusive and
sustainable growth.

Skill India

BI2AeT ¥R - B2 HRd

Fig. 1.1.1: Skill India Mission Logo

—1.1.2 Indian Banking Industry

1. Scope of Indian banking industry

The Indian banking industry traces its origins back to the early 18th century with the establishment
of the Bank of Hindustan in 1770, the General Bank of India in 1786, and the Presidency Banks
in the early 1800s. The sector saw significant expansion with the formation of the Imperial Bank
of India in 1921, which later became the State Bank of India in 1955. Post-independence, the
industry evolved through nationalization in 1969 and 1980, which brought major private banks
under government control, aiming to increase financial inclusion and extend banking services to
rural areas. The liberalization and economic reforms of the 1990s introduced new private banks,
enhanced competition, and led to the adoption of technology and modernization of banking
services. Today, the industry is characterized by a mix of public sector banks, private banks, foreign
banks, regional rural banks, cooperative banks, and specialized financial institutions, all contributing
to India's dynamic and diverse banking landscape.

The scope of the Indian banking industry is extensive, encompassing a diverse range of institutions,
products, services, and technological advancements. It plays a crucial role in the economic
development and financial stability of the country. With continuous innovation and regulatory
support, the industry aims to meet the growing and changing needs of its vast and diverse customer
base. The Indian banking industry is a critical component of the country's economy, playing a vital
role in financial intermediation, economic development, and financial inclusion. Its scope is broad
and encompasses a wide range of activities and services. Here are the key aspects of the scope of
the Indian banking industry:

e Products and services:

o Deposits: Savings accounts, current accounts, fixed deposits, and recurring deposits.

o Loans and advances: Personal loans, home loans, vehicle loans, education loans, and
business loans.

Investment services: Mutual funds, fixed-income products, and investment advisory.

Payment and settlement services: Credit and debit cards, electronic funds transfer (EFT),
mobile banking, internet banking, and UPI (Unified Payments Interface).

'
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Insurance: Life insurance, general insurance, and health insurance products.

Wealth management: Financial planning, portfolio management, and wealth advisory
services.

Trade finance: Letters of credit, bank guarantees, and trade-related finance.
Foreign exchange services: Currency exchange, remittances, and forex trading.

e Technological integration:

Digital banking: Internet banking, mobile banking apps, and digital wallets.

Fintech collaborations: Partnerships with fintech companies to offer innovative financial
solutions.

Blockchain and Al: Implementation of blockchain technology for secure transactions and
artificial intelligence for customer service and risk management.

Cybersecurity: Enhancing security measures to protect against cyber threats and fraud.

e Regulatory and compliance framework:

Reserve Bank of India (RBI): The central bank that regulates and supervises the banking
sector.

Compliance requirements: Adherence to guidelines on capital adequacy, asset quality,
liquidity, and risk management.

Financial inclusion programs: Initiatives like Pradhan Mantri Jan Dhan Yojana (PMJDY) to
ensure access to banking services for all sections of society.

e Market segmentation:

Retail banking: Services to individual customers, including personal banking, mortgages,
and consumer loans.

Corporate banking: Services to businesses and corporations, including working capital
finance, project finance, and corporate loans.

SME banking: Specialized services to small and medium enterprises, including business
loans, trade finance, and advisory services.

Agricultural banking: Financial services to the agricultural sector, including crop loans,
equipment finance, and rural development initiatives.

e Economic contribution:

Economicgrowth: Facilitatinginvestment, consumption, and overall economicdevelopment.

Job creation: Generating employment opportunities within the banking sector and related
industries.

Infrastructure development: Financing infrastructure projects such as roads, ports, and
power plants.

International trade: Supporting export and import activities through trade finance and
foreign exchange services.

e Opportunities:

Financial inclusion: Bridging the gap between urban and rural areas in terms of access to
banking services.

Non-Performing assets (NPAs): Managing and reducing the burden of NPAs to maintain
financial stability.

Regulatory changes: Adapting to evolving regulatory norms and guidelines.

Technological advancements: Leveraging technology to improve efficiency, customer
experience, and security.

Competition: Facing competition from fintech companies, digital banks, and non-banking
financial companies (NBFCs).
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Indian banking industry sub-sectors

The Indian banking industry comprises a wide range of sub-sectors, each catering to different
financial needs and customer segments. This diversity helps in addressing the varied economic
requirements of the country, promoting financial inclusion, and supporting overall economic
growth and development. The Indian banking industry is diverse and segmented into several sub-
sectors, each serving different financial needs and customer bases. Here are the main sub-sectors
of the Indian banking industry:

e Public sector banks (PSBs)

o Examples: State Bank of India (SBI), Punjab National Bank (PNB), Bank of Baroda (BoB).

o Characteristics: Majority ownership by the government, extensive branch network,
significant role in financial inclusion and rural banking.

e Private sector banks
o Examples: HDFC Bank, ICICI Bank, Axis Bank.

o Characteristics: Privately owned, known for efficiency, innovation, and better customer
service, significant presence in urban and semi-urban areas.

e Foreign banks
o Examples: Citibank, HSBC, Standard Chartered Bank.

o Characteristics: Operate branches in India, bring international banking practices, focus on
high-net-worth individuals and multinational corporations.

e Regional rural banks (RRBs)
o Examples: Andhra Pradesh Grameena Vikas Bank, Uttar Bihar Gramin Bank.

o Characteristics: Focusonruralareas, promotefinancialinclusion, provide creditto agriculture
and rural industries, joint ownership by the central government, state government, and
sponsor banks.

e Cooperative banks
o Examples: Saraswat Cooperative Bank, Cosmos Bank.

o Characteristics: Operate on a cooperative model, significant role in financial inclusion at the
grassroots level, serve both urban and rural areas, focus on small borrowers and businesses.

e Small finance banks (SFBs)
o Examples: Ujjivan Small Finance Bank, Equitas Small Finance Bank.

o Characteristics: Focus on providing financial services to underserved sections, including
small business units, small and marginal farmers, and micro and small industries.

e Payments banks
o Examples: Airtel Payments Bank, Paytm Payments Bank.

o Characteristics: Offer limited banking services like deposits, remittances, internet banking,
but cannot issue loans or credit cards, aim to enhance financial inclusion.

e Non-Banking financial companies (NBFCs)
o Examples: Bajaj Finance, HDFC Ltd.

o Characteristics: Provide banking services without holding a banking license, focus on asset
financing, personal loans, housing finance, and microfinance.

e Development banks

o Examples: National Bank for Agriculture and Rural Development (NABARD), Small Industries
Development Bank of India (SIDBI).

o Characteristics: Provide long-term credit for economic development, focus on sectors like
agriculture, industry, infrastructure, and small-scale industries.

'
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e Specialized banks
o Examples: Export-Import Bank of India (EXIM Bank), National Housing Bank (NHB).

o Characteristics: Focus on specific sectors or purposes, such as export finance, housing
finance, infrastructure development.

e Urban cooperative banks (UCBs)
o Examples: Shamrao Vithal Cooperative Bank, Punjab and Maharashtra Cooperative Bank.

o Characteristics: Operate in urban and semi-urban areas, focus on retail banking, cater to
small borrowers and businesses.

e Investment banks
o Examples: ICICI Securities, Kotak Investment Banking.

o Characteristics: Provide services such as underwriting, facilitating mergers and acquisitions,
advisory services, and capital raising for companies.

e Microfinance institutions (MFls)
o Examples: Bandhan Financial Services, SKS Microfinance.

o Characteristics: Provide financial services to low-income groups, focus on microcredit, aim
to promote entrepreneurship and financial inclusion.

~
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Fig. 1.1.2: Indian Banking Domains
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—1.1.3 Basic Terminologies in Banking Services

In the banking system, several basic terminologies are frequently used to describe various products,
services, and functions. Understanding basic terminologies in banking systems is essential for both
customers and banking professionals as it facilitates clear communication, informed decision-making,
and effective financial management. For banking professionals, these terminologies are crucial for
assessing financial health, managing risks, and ensuring regulatory compliance. Overall, a solid grasp
of these terms enhances transparency, builds trust, and promotes financial literacy, contributing to a
more efficient and resilient banking sector. A bancassurance relationship associate must be aware of
the following basic terminologies;

Terminologies Explanation

A record of your financial transactions with a bank, such as a savings

Account . .
account, checking account, or credit card account.
The amount of money remaining in your account after all debits and credits
Balance
have been posted.
Beneficiary The person or organization that receives money in a transaction
Cheaue A written order to a bank to pay a specific amount of money to a named
q person or company.
Credit The ability to borrow money from a bank or other financial institution.
Debit The removal of money from your account, such as when you make a

purchase with a debit card or write a cheque.

Fixed Deposit (FD) A deposit that earns a fixed interest rate for a specific period.

Interest The fee charged for borrowing money or the money earned for lending

money.
Loan A sum of money that you borrow from a bank or other financial institution
and repay over time with interest.
. nlin nking allow r bank nt and man r
Net Banking O e ba . g allows you to access your bank account and manage you
finances online.
Personal Identification Number, a secret code that you use to access your
PIN
bank account or ATM.
RTGS Real-time Gross Settlement is a system for immediately transferring large
amounts of money between banks.
NEET National Electronic Funds Transfer is a system for transferring money
between banks electronically.
IESC Code Indian F.inanc.ial System Code is a unique code that identifies each bank
branch in India.
Investment Money that is put into something with the expectation of making a profit.
KYC Know Your Customer is a process that banks use to verify the identity of
their customers.
Magnetic Ink Character Recognition Code is a code printed on cheques that
MICR Code :
allows them to be processed electronically.
A | of mon Il from many in rsand in in a diversifi
Mutual Fund pool of money collected fro any investors and invested in a diversified

portfolio of securities, such as stocks, bonds, and real estate.
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Terminologies Explanation

NAV Net Asset Value is the price per unit of a mutual fund scheme.
National Electronic Funds Transfer is a system that allows for the electronic
NEFT
transfer of funds between bank accounts.
. Online banking allows customers to access their bank accounts and perform
Net Banking . . .
banking transactions online.
NPAs Non-Performing Assets are loans that the borrower is not repaying.
sip A systematic Investment Plan allows you to invest a fixed amount of money
in a mutual fund scheme at regular intervals.
Lump Sum L .
A one-time investment in a mutual fund scheme.
Investment
Entry Load A fee is charged when you invest in a mutual fund scheme.
Exit Load A fee is charged when you sell your units in a mutual fund scheme

Open-ended Fund

A mutual fund scheme that allows you to buy and sell units at any time.

Closed-ended Fund

A mutual fund scheme with a fixed number of units only allows you to buy
and sell units on the stock exchange.

A mutual fund scheme that invests primarily in bonds and other fixed-

Debt Fund . .
income securities.

Equity Fund A mutual fund scheme that invests primarily in stocks.

UPI Unified Payments Interface is a system that allows instant real-time money
transfer between bank accounts on mobile phones.

Withdrawal They are taking money out of an account.

Table. 1.1.1: Basic Banking Terminologies
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UNIT 1.2: Backoffice Associate Financial Services Job Role

Ll Ll o /

— Unit Objectives | ©
By the end of this unit, the participants will be able to:

1.

2.
3.
4

Describe the roles and responsibilities of a backoffice associate financial services.

Describe the different career options of a backoffice associate financial services.

Describe the rules, regulations, and procedures of maintaining customer documents and records.
Elucidate the aspects of discrepancy handling and organizational matrix.

—1.2.1 Roles And Responsibilities

In India's financial services back office, an associate typically provides administrative support for smooth
operations. This includes tasks like data entry for accounts, maintaining financial records, assisting
with transactions, and ensuring adherence to regulations. They also handle general office duties and
support other departments within the organization.

A backoffice associate in financial services in India plays a crucial role in supporting the front office and
ensuring smooth operations. Their roles and responsibilities typically include:

Data Management

Data Entry: Inputting and updating financial data into the system accurately.

Record Keeping: Maintaining records of all transactions, client information, and other important
documents.

Database Management: Managing and updating databases regularly to ensure data integrity and
accessibility.

Transaction Processing

Trade Settlement: Ensuring that all trades are settled correctly and on time.
Reconciliation: Reconciling accounts and transactions to ensure accuracy and consistency.

Payment Processing: Handling the processing of payments and receipts, including verifying and
recording transactions.

Compliance and Reporting

Regulatory Compliance: Ensuring that all operations comply with regulatory requirements and
internal policies.

Reporting: Preparing and submitting reports to management, regulatory bodies, and other
stakeholders.

Audit Support: Assisting in internal and external audits by providing necessary documentation and
information.
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Customer Support
e Client Queries: Addressing and resolving client inquiries and issues related to their accounts or
transactions.

e Communication: Communicating with clients regarding transaction confirmations, account
statements, and other relevant information.

Operational Support

e Process Improvement: Identifying and suggesting improvements to enhance operational efficiency.

e Technology Support: Assisting in the implementation and maintenance of backoffice software and
systems.

e Documentation: Preparing and updating process documentation and operational manuals.

Risk Management

e Risk Monitoring: Monitoring operational risks and implementing measures to mitigate them.

e Error Resolution: Identifying, investigating, and resolving errors or discrepancies in transactions
and data.

Coordination

e Interdepartmental Coordination: Coordinating with other departments such as front office,
compliance, and IT to ensure seamless operations.

¢ Vendor Management: Managing relationships with external vendors and service providers.

Training and Development

e Training: Training new employees on backoffice processes and systems.

e Skill Development: Keeping up-to-date with industry trends and enhancing skills through training
and development programs.

e Attention to Detail: Ensuring accuracy in data entry, transaction processing, and reporting.
e Analytical Skills: Analyzing data and transactions to identify discrepancies and ensure compliance.
e Technical Proficiency: Proficiency in financial software, databases, and Microsoft Office applications.

e Communication Skills: Strong verbal and written communication skills for interacting with clients
and other departments.

e Organizational Skills: Ability to manage multiple tasks and prioritize effectively.

Colloboration and

Data Management efficacy

Fig. 1.2.1: Backoffice associate Roles
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—1.2.2 Career Opportunity

A back-office associate’s role in India's financial services sector can be a springboard for growth. With
experience and acquired skills like financial analysis or software proficiency, you can progress to roles
like transaction processing officer, wealth management associate, or compliance analyst, all offering
better pay and opportunities for specialization.

Career opportunities for a backoffice associate in financial services in India can be quite diverse and
promising. Starting in this role can open various pathways for advancement and specialization within
the financial services sector. Here are some potential career opportunities and progression paths:

Senior Backoffice associate

e Role: Taking on more complex tasks, leading projects, and mentoring junior staff.

e Skills: Advanced knowledge of backoffice operations, leadership abilities, and strong problem-
solving skills.

Team Lead / Supervisor

e Role: Overseeing a team of backoffice associates, ensuring smooth operations, and maintaining
quality control.

e Skills: Strong leadership, team management, and excellent organizational skills.

Operations Manager

e Role: Managing overall operations, implementing process improvements, and ensuring compliance
with regulations.

e Skills: Strategic thinking, extensive knowledge of operations, and the ability to manage multiple
teams and projects.

Compliance Officer

e Role: Ensuring that the organization complies with all regulatory requirements and internal policies.

e Skills: Deep understanding of regulatory frameworks, attention to detail, and strong analytical
abilities.

Risk Management Specialist

e Role: Identifying, analyzing, and mitigating risks related to financial transactions and operations.
e Skills: Analytical skills, risk assessment capabilities, and strong knowledge of financial markets.

Financial Analyst

e Role: Analyzing financial data, preparing reports, and providing insights to support decision-making.

e Skills: Strong analytical and quantitative skills, proficiency in financial modeling, and excellent
communication skills.
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Client Relationship Manager
e Role: Managing and maintaining relationships with clients, ensuring their needs are met, and
providing exceptional service.

e Skills: Excellent interpersonal and communication skills, problem-solving abilities, and a client-
focused approach.

Project Manager
e Role: Leading projects to improve backoffice operations, implementing new technologies, and
ensuring project goals are met.

e Skills: Project management skills, ability to manage budgets and timelines, and strong organizational
abilities.

IT and Systems Specialist

e Role: Managing and improving the technology systems used in backoffice operations, ensuring they
meet business needs.

e Skills: Technical proficiency, understanding of financial systems, and problem-solving skills.

Auditor

e Role: Conducting internal and external audits, ensuring accuracy and compliance in financial
reporting and operations.

e Skills: Attention to detail, deep knowledge of auditing standards, and strong analytical abilities.

Financial Controller

e Role: Overseeing the financial operations, including budgeting, financial planning, and financial
reporting.

e Skills: Extensive knowledge of accounting and finance, leadership skills, and strategic thinking.

Treasury Manager

e Role: Managing the organization's liquidity, investments, and financial risk.

e Skills: Strong understanding of financial markets, risk management skills, and proficiency in financial
analysis.

Career Advancement through Education and Certification
e Advanced Degrees: Pursuing an MBA, CFA, CPA, or other advanced degrees can significantly
enhance career prospects.

e Certifications: Obtaining certifications in specific areas such as risk management, compliance, or
financial analysis can open up specialized career paths.
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Fig. 1.2.2: Backoffice associate financial services Career Options

—1.2.3 Customer Types

The Indian financial services industry caters to diverse clientele consisting of different types of
customers. This includes individuals with basic banking needs (savings accounts, loans) to high net-
worth individuals seeking wealth management services. Businesses of all sizes, from startups needing
working capital to established corporations requiring trade finance, are also customers. Additionally,
government agencies and institutions rely on financial services for various needs. Different types of
customers in financial services. Here are the different types of customers in financial services in India:

Financial Domains Customer Types

e Salaried Individuals: Employees who receive regular income and
typically seek savings accounts, personal loans, credit cards, and
investment products.

e Self-employed Professionals: Entrepreneurs and professionals
Retail Customers who may need business accounts, personal loans, mortgages, and
investment products.

e High Net-Worth Individuals (HNIs): Individuals with substantial
assets, seeking wealth management, investment advisory, private
banking, and estate planning services.
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Financial Domains Customer Types

e Retirees: Individuals in retirement seeking pension plans, fixed
deposits, and low-risk investment options.

e Students: Young individuals often looking for savings accounts,
student loans, and first-time credit cards.

e Small and Medium Enterprises (SMEs)

e Startups: New businesses requiring initial funding, business accounts,
payment solutions, and advisory services.

e Established SMEs: Growing businesses needing working capital loans,
business expansion financing, trade finance, and cash management

services.
Corporate Customers

e Multinational Corporations (MNCs): Large companies requiring
comprehensive banking solutions, including foreign exchange, trade
finance, and global cash management.

e Public Sector Enterprises: Government-owned entities needing
tailored financial services, such as project financing, bond issuance,
and treasury services.

e Banks and NBFCs: Other banks and non-banking financial companies
requiring interbank lending, treasury services, and liquidity
management.

e Insurance Companies: Needing investment management, custodial
services, and premium collection solutions.

Institutional e Mutual Funds and Asset Management Companies (AMCs): Seeking
Customers fund administration, distribution support, and regulatory compliance
services.

e Government Agencies: Requiring public finance management,
development project financing, and budgetary support.

e Municipal Corporations: Needing funding for local infrastructure
projects, public welfare schemes, and tax collection management.

e Farmers: Requiring agricultural loans, crop insurance, savings

. accounts, and financial literacy support.
Agricultural Customers L o i . .
e Agribusinesses: Companies involved in agricultural supply chains

needing trade finance, working capital, and investment advisory.

e Rural Individuals: Often seeking basic banking services, microfinance,

savings accounts, and remittance facilities.
Rural Customers . . . ) .
e Rural Enterprises: Small businesses in rural areas needing microloans,

savings accounts, and payment solutions.

e Tech-savvy Individuals: Preferring digital banking solutions, mobile
Non-Resident Indians wallets, online investment platforms, and fintech services.

(NRlIs) e E-commerce Businesses: Needing payment gateway solutions,
merchant accounts, and digital lending options.
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Financial Domains Customer Types

e Non-Governmental Organizations (NGOs): Requiring funding
solutions, donor management, and financial advisory for social

Social Sector projects.

Organizations ® Microfinance Institutions (MFls): Needing funding, regulatory
compliance services, and technological support for micro-lending
operations.

Table. 1.2.1: Financial Services Customer Types

Financial institutions in India tailor their products and services to meet the specific needs of these
diverse customer segments. By understanding and segmenting their customer base, financial services
providers in India can offer more targeted and effective solutions, enhancing customer satisfaction and
loyalty.

Retail Banking

Corporate Banking

Wealth Management

Digital Banking
Industry Associations

Networking

Fig. 1.2.3: Customer Domains

—1.2.4 Data And Document Types

A back-office associate in Indian financial services will frequently handle various customer documents.
These can include account opening forms (proof of identity, address, income), loan applications
(financial statements, tax returns), investment documents (subscription forms, KYC - Know Your
Customer), and transaction-related paperwork (cheques, transfer requests, payment receipts). All
these documents are crucial for verifying customer information, processing transactions, and ensuring
regulatory compliance.

1. KYC

KYC documents in India are essential for accessing financial services and play a crucial role in
preventing financial crimes. By verifying one’s identity and address, these documents help banks
and institutions fight money laundering, terrorist financing, and fraud, ultimately protecting the
financial system and ensuring safe transactions for everyone. A backoffice associate in financial
services typically needs to collect the following KYC documents from customers:
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KYC Categories Documents

Proof of Identity (POI)

Aadhaar Card (with a mask Aadhaar number as per UIDAI
guidelines)

Passport

Voter ID Card

Driving License

PAN Card (Permanent Account Number)

Proof of Address (POA)

Aadhaar Card (if used as POI, can also serve as POA)
Passport

Voter ID Card

Driving License

Utility Bills (electricity, water, gas, telephone, not older than 3
months)

Bank Account Statement/Passbook (not older than 3 months)
Ration Card

Rent Agreement (registered)

Property Tax Receipt

Photograph

Recent Passport-sized Photograph

Proof of Income (for
specific financial
products like loans or
investments)

Salary Slip (last 3 months)

Income Tax Returns (ITR)

Form 16

Bank Account Statement (last 6 months)

Audited Financial Statements (for self-employed individuals)

Additional Documents
for Businesses/Entities

Certificate of Incorporation

Memorandum and Articles of Association

Board Resolution

PAN Card of the Entity

Authorized Signatories List with Specimen Signatures

Proof of Address of the Entity (utility bill, bank statement, etc.)
GST Registration Certificate

KYC Form

Completed and signed KYC Application Form

FATCA/CRS Declaration
(for investments,

as required by the
Foreign Account Tax
Compliance Act and
Common Reporting
Standard regulations)

The FATCA/CRS Declaration is a mandatory compliance
requirement under international tax regulations aimed at
preventing tax evasion through overseas assets.

FATCA (Foreign Account Tax Compliance Act) is a U.S. law that
requires foreign financial institutions to report information about
financial accounts held by U.S. taxpayers, while CRS (Common
Reporting Standard) is a global standard for the automatic
exchange of financial account information between countries.

o
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KYC Categories Documents

e By submitting the FATCA/CRS Declaration, individuals and entities
provide their tax residency information, ensuring that financial
institutions report their account details to the relevant tax
authorities, thereby promoting transparency and accountability
in international finance.

Table. 1.2.2: KYC Documents

Legal documents

In India, a backoffice associate in financial services needs to collect various legal documents
from customers and clients to comply with regulatory requirements, ensure the authenticity
of transactions, and mitigate risks. For Individual customers, and entities the entire list of KYC
documents are enough. However, the term legal documents is more applicable for Non-Individual
Clients (Businesses/Entities) in addition to the KYC documents and are as follows;

Legal Documents

. Document Lists
Categories

e Certificate of Incorporation (for companies)
e Memorandum and Articles of Association (MOA/AOA) (for

companies)
Proof of Entity e Partnership Deed (for partnerships)
e Trust Deed (for trusts)
e Registration Certificate (for societies and NGOs)
e Utility Bill (electricity, water, gas, telephone, not older than 3
months)
Pro-of of Address of the e Bank Account Statement/Passbook (not older than 3 months)
Entity .
e Property Tax Receipt
e GST Registration Certificate
e PAN Card of the entity and individuals
e Aadhaar Card
e Passport
Identification and e Voter ID Card
Address Proof of e Driving License

Authorized Signatories e GST Registration certificate of the entity

¢ Audited Financial Statements for the last financial year

e Entity Bank Account statement for the last 6 months 6 months
(for loan applications or credit facilities)

e Authorizing specific individuals to operate the account on behalf

B .
oard Resolution of the entity

List of Directors/

Partners/Trustees e Along with their identification and address proofs
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Legal Documents

: Document Lists
Categories

e FATCA/CRS Declaration Form for the entity and its beneficial

FATCA/CRS Declaration
owners

e Professional License (for professional entities like CA firms, law

firms, etc.)
Additional Documents

(if applicable) e Shop and Establishment Certificate (for businesses)

e Importer Exporter Code (IEC) (for businesses involved in import/
export)

Table. 1.2.3: Legal Documents

3. Financial documents

Financial documents from customers and clients are the lifeblood of a back-office associate's work
in the Indian financial services sector. These documents verify customer identity (KYC), income, and
investment goals, allowing the associate to process transactions accurately, assess financial risks,
and ensure compliance with regulations. Without them, the associate can't onboard new clients,
manage accounts securely, or contribute to the smooth functioning of the financial system. In
India, a backoffice associate in financial services needs to collect various financial documents from
customers and clients to ensure compliance with regulatory requirements, verify financial stability,
and assess creditworthiness. Here is a list of essential financial documents typically required:

Individual customers Non-Individual Clients (Businesses/Entities)
1. Proof of Income: 1. Financial Statements:

e Salary Slips (last 3-6 e Audited Financial Statements (last 2-3 years,
months) including Balance Sheet, Profit & Loss Account,

e Income Tax Returns (ITR) and Auditor's Report)

e Form 16 (issued by the e Provisional Financial Statements (if the audited
employer) statements are more than 6 months old)

e Bank Account Statement * Cash Flow Statement
(last 6 months) 2. Bank Account Details:

e Pension Payment Order (for e Bank Account Statement (last 6 months)
pensioners) e Cancelled Cheque (with the company name

e Statement of Income printed)
from Investments (e.g., 3. Tax Documents:

dividends, interest) e |ncome Tax Returns (ITR) (last 2-3 years)

2. Bank Account Details: e Tax Audit Report (if applicable)

¢ Cancelled Cheque (with the e GST Returns (last 1 year)

name printed)
e Bank Account Statement/
Passbook (last 6 months)
3. Financial Declarations:
e Net Worth Statement (for
high-net-worth individuals)

e Asset and Liability
Statement
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Individual customers Non-Individual Clients (Businesses/Entities)

4. Credit and Loan Details:

o Details of Existing Loans (sanction letters,
repayment schedules, outstanding balance)

e Credit Rating Report (from agencies like CIBIL, if
available)

5. Business Plan and Projections:

e Business Plan (for startups or when applying for
loans)

e Financial Projections (profitability, cash flow, etc.,
for the next 3-5 years)

6. Shareholding and Investment Details:
e List of Shareholders and Shareholding Pattern

e Details of Major Investments (equity, real estate,
etc.)

7. Contracts and Agreements:

e Major Contracts and Agreements (supply
contracts, lease agreements, etc.)

e Details of Debtors and Creditors
8. Collateral Documents (for secured loans):

e Property Documents (title deed, valuation report,
etc.)

e Hypothecation Agreement (for movable assets)
9. Stock Statements (for businesses with inventory):

e Stock and Inventory Statements

e Receivables and Payables Statements

e Legal and Compliance Documents:

e Compliance Certificates (statutory compliances,
tax filings, etc.)

Table. 1.2.4: Financial Documents

Data-entry documents

These documents are better referred to as transaction documents. Transaction documents are
records that detail the specifics of financial transactions conducted by an individual or entity. These
documents typically include invoices, receipts, bank statements, payment vouchers, sales and
purchase orders, contract agreements, loan agreements, credit and debit notes, and transaction
confirmations from financial institutions. They serve as proof of the transaction, providing essential
information such as the date, amount, parties involved, and purpose of the transaction. These
documents are crucial for accounting, auditing, and regulatory compliance, ensuring transparency
and accuracy in financial reporting. The following are some of the important list of documents in
this category:

e Bank Account Details:
o Bank Account Statement/Passbook (last 6 months)
o Cancelled Cheque (with the company name printed)
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e Loan and Credit Details:
o Details of Existing Loans (sanction letters, repayment schedules, outstanding balance)
o Credit Rating Report (from agencies like CIBIL, if available)
e Investment Details:
o Details of Investments (mutual funds, fixed deposits, equity shares, etc.)
e AML (Anti-Money Laundering) Declaration:
o AML Declaration Form
e Service Request Forms:
o Forms for various service requests (e.g., address change, nominee update, etc.)
e Correspondence:
o Copies of important correspondence with the customer

—1.2.5 Preparation for Data Upload

Preparation for data upload by a backoffice associate in financial services in India involves several key
steps to ensure accuracy and compliance. First, the associate must collect and verify all necessary
documents, including customer identification (KYC), financial statements, and transaction records.
They should then digitize and format these documents according to the financial institution's data
management protocols. Data must be cross-checked for accuracy and completeness, ensuring it aligns
with regulatory standards. The associate should also use secure channels to upload the data, maintaining
confidentiality and data protection standards. Finally, they must log the data entry process and prepare
for any necessary audits or reviews, ensuring all data is easily retrievable and correctly indexed. The
standard operating procedures for data processing, data preparing, collection, identification, storage,
and sharing is outlined by certain governing bodies in India such as; Reserve Bank of India (RBI) Securities
and Exchange Board of India (SEBI) Insurance Regulatory and Development Authority of India (IRDAI)
The following mark the important steps for data upload:

1. Data compilation

The SOP to collect and compile customer records involves utilizing the proper methods to check
and verify customer data, and documents like KYC, legal and financial documents for correctness.
In the process, segregating the documents based on customer type and record details accurately in
the prescribed format marks an important step. The following are the stages of data compilation by
a backoffice associate of financial services in India;

e Receiving Data: Gather data from various sources such as transaction records, bank statements,
client information, financial reports, and market data.

e Automated Systems: Use automated systems and software to collect data from online databases
and financial platforms.

e [Input Data: Enter the collected data into the financial management systems or databases.

e Validation: Verify the accuracy of the entered data by cross-checking with original documents
and reports.

e Reconciliation: Compare and reconcile the data with bank statements, transaction records, and
client accounts to ensure accuracy.

e Error Identification: Identify and rectify any discrepancies or errors found during reconciliation.

e Standardization: Standardize data formats for uniformity, ensuring all data entries follow the
same structure and coding system.

e Calculation: Perform necessary financial calculations, such as interest, fees, or commissions.

'
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e Regulatory Compliance: Ensure that all data compilation processes comply with local regulatory
requirements (e.g., SEBI, RBI regulations).

e Audit Trails: Maintain detailed records and logs for audit trails, ensuring all data entries and
changes are documented.

e Secure Storage: Store data securely using encryption and access control measures.

e Confidentiality: Ensure the confidentiality of sensitive financial data, limiting access to
authorized personnel only.

e Internal Reporting: Provide compiled data and reports to internal teams for further analysis
and decision-making.

e Client Reporting: Prepare and send financial statements and reports to clients as required.
e Regular Backups: Perform regular data backups to prevent data loss.

e Recovery Plan: Have a data recovery plan in place to restore data in case of any technical
failures.

e Feedback Loop: Gather feedback from stakeholders to improve data compilation processes.

e Training: Stay updated with the latest financial regulations, software updates, and best practices
through continuous training.

Financial Softwares

Excel and Spreadsheets

Database Management
Systems

Automated Reconciliation )
Tools

Security Software

Fig. 1.2.4: Data Compilation Tools

2. Data sorting

Data sorting by a backoffice associate in financial services involves organizing and categorizing
financial data using various tools and software to enhance accessibility and efficiency. Utilizing
operating computer systems, the associate employs MS Office applications, particularly Excel,
to arrange data into meaningful formats through functions like filters, pivot tables, and sorting
options. Databases are managed using database management systems (DBMS) such as SQL, where
data is queried and sorted based on specific criteria to facilitate easy retrieval and analysis. This
systematic sorting ensures that financial records are orderly, making it simpler to generate reports,
perform reconciliations, and comply with regulatory requirements. Here are the steps involved in
data sorting using operating computer systems, MS Office, and databases by a backoffice associate
in financial services:

e Accessing Data: The backoffice associate begins by accessing the relevant data repositories using
operating computer systems. This could involve logging into financial management systems,
accessing shared network drives, or retrieving data from cloud-based storage solutions.
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e Data Preparation: Once data is accessed, the associate prepares it for sorting. This may include
cleaning and formatting data to ensure consistency and accuracy. In MS Office applications like
Excel, this involves opening the spreadsheet containing the data.

e Excel Sheet and Spreadheet applications: Spreadsheets makes a powerful tool for tasks like
analyzing sales figures, organizing customer lists, or keeping track of inventory on a multi-level
basis in the following steps:

o Selecting Data: Identify the columns or rows that need sorting within Excel.

o Using Sort Functionality: Utilize Excel's sort functionality (under the 'Data’ tab) to arrange
data based on specific criteria. This could be alphabetical order, numerical order, or date
order.

o Multiple Levels: Apply
multi-level  sorting  if
necessary to prioritize
certain criteria over
others (e.g., sort by date
first, then by transaction
amount).

Bubble Sort

Insertion Sort

o Applying Filters
(Optional): Optionally,
apply filters in Excel to
narrow down data based
on specific criteria. Filters
allow the associate to
view subsets of data
that meet particular
conditions, enhancing
analysis capabilities.

Selection Sort

Quick Sort

Merge Sort

Heap sort

o Reviewing and Verifying:
After sorting, review the Fig. 1.2.5: Data Sorting Types
sorted data to ensure it
meets the intended sorting criteria. Verify that all entries are correctly arranged according
to the specified order (ascending or descending).

o Exporting or Saving: Once sorted and verified, the associate may export the sorted data
into reports or save it back into the original database or storage system. This step ensures
that the sorted data is preserved for future reference or further analysis.

e Sorting in Databases (SQL): SQLs efficiently handles large datasets, sorting them in ascending
(default) or descending order. One can even sort by multiple columns for complex organization,
making it ideal for tasks like generating reports or filtering large datasets in the following steps:

o Query Preparation: In database management systems like SQL, formulate queries using
SQL commands (e.g., SELECT, ORDER BY) to retrieve and sort specific data sets.

o Sorting Criteria: Specify sorting criteria within the SQL query to arrange data rows according
to desired parameters (e.g., ORDER BY transaction_date ASC for ascending date order).

o Executing Queries: Execute the SQL query to sort data directly within the database system.

e Data Integrity and Compliance: Throughout the sorting process, maintain data integrity by
adhering to organizational standards and regulatory requirements. Ensure that sensitive
financial information is handled securely and that sorting operations do not compromise data
confidentiality or accuracy.
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Data validation

Data Validation requires the backoffice associate of financial services to sort and validate the
accuracy of customer data and supporting documents before it is uploaded. The following are the
steps followed in India:

e Understanding Requirements: The associate begins by understanding the specific requirements
and criteria for data validation. This includes knowing the expected formats, ranges, and rules
that data should adhere to based on regulatory standards and internal policies.

e Data Collection: Gather the relevant data from various sources such as transaction records,
client information, financial statements, and market data. Ensure that data collection methods
are reliable and capture all necessary information.

e Input Validation: Perform initial validation at the point of data entry. This involves checking
for completeness (ensuring all required fields are filled), format (validating data types such as
dates, numbers), and consistency (verifying against predefined rules or ranges).

e Cross-Verification: Compare data entries with source documents or databases to ensure
accuracy and consistency. This step helps identify discrepancies or anomalies that may require
further investigation.

e Data Integrity Checks: Conduct checks to ensure data integrity, including validation against
master data records or reference data to confirm correctness and consistency across different
data sets.

e Error Identification and Correction: Identify and rectify errors or discrepancies found during
validation. This may involve contacting relevant stakeholders or performing additional research
to resolve discrepancies.

e Validation Rules Application: Apply predefined validation rules and checks to ensure that data
meets specific criteria, such as validation against business rules, regulatory requirements, or
internal controls.

e Exception Handling: Manage exceptions or outliers that do not meet validation criteria.
Document and escalate unresolved issues to appropriate personnel for further review and
resolution.

e Documentation: Maintain detailed documentation of validation procedures, findings, and
corrective actions taken. This documentation is essential for audit trails and regulatory
compliance.

e ContinuousImprovement: Seek feedback from stakeholders and participate in training programs
to stay updated with changes in regulations, data management practices, and technology tools
that improve data validation processes.

Data entry

Data-entry steps involves entering data such as file numbers, new or updated information, or
document information codes into computer systems to support document and information retrieval
and compare them with source documents, or re-enter them in verification format to detect errors.
In the process, one must resort to locating and correct data entry errors, and report them to the
authorized person and employ appropriate methods to store completed documents in appropriate
locations. Dat-entry is conducted through the following steps:

¢ Understanding Requirements: The associate begins by understanding the specific requirements
and criteria for data validation. This includes knowing the expected formats, ranges, and rules
that data should adhere to based on regulatory standards and internal policies.

e Data Collection: Gather the relevant data from various sources such as transaction records,

client information, financial statements, and market data. Ensure that data collection methods
are reliable and capture all necessary information.

'
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e Input Validation: Perform initial validation at the point of data entry. This involves checking
for completeness (ensuring all required fields are filled), format (validating data types such as
dates, numbers), and consistency (verifying against predefined rules or ranges).

e Cross-Verification: Compare data entries with source documents or databases to ensure
accuracy and consistency. This step helps identify discrepancies or anomalies that may require
further investigation.

e Data Integrity Checks: Conduct checks to ensure data integrity, including validation against
master data records or reference data to confirm correctness and consistency across different
data sets.

e Error Identification and Correction: Identify and rectify errors or discrepancies found during
validation. This may involve contacting relevant stakeholders or performing additional research
to resolve discrepancies.

e Validation Rules Application: Apply predefined validation rules and checks to ensure that data
meets specific criteria, such as validation against business rules, regulatory requirements, or
internal controls.

e Exception Handling: Manage exceptions or outliers that do not meet validation criteria.
Document and escalate unresolved issues to appropriate personnel for further review and
resolution.

e Documentation: Maintain detailed documentation of validation procedures, findings, and
corrective actions taken. This documentation is essential for audit trails and regulatory
compliance.

e ContinuousImprovement: Seek feedback from stakeholders and participatein training programs
to stay updated with changes in regulations, data management practices, and technology tools
that improve data validation processes.

5. Data capturing

There is a great significance of ensuring the aspect that the data that is captured from the customers,
or clients is “verified with original” documents. This aforesaid step precedes the importance of
ensuring the entered data is error-free and completing all documentation within the stipulated
time as per SOP.

Data capturing is the process of collecting raw information from various sources and transforming
it into a structured format. This can involve extracting data from physical documents like forms or
receipts, digital sources like websites and sensors, or even voice recordings. The goal is to convert
this information into a usable format for computers, making it easier to analyze, store, and utilize
for different purposes. Data capturing by a backoffice associate in financial services in India involves
systematically gathering and recording financial information from various sources. Here are the
steps typically followed in this process:

e Data Source Identification: Identify the sources from which financial data needs to be captured.
This includes transaction records, client information forms, financial statements, market data
feeds, and other relevant sources.

e Data Collection: Retrieve data from the identified sources using appropriate methods. This may
involve accessing digital records from databases, receiving physical documents from clients or
other departments, or downloading electronic files from designated platforms.

e Data Entry: Enter the collected data into the designated systems or databases. Ensure accuracy
and completeness during data entry to minimize errors and discrepancies.

e Verification: Validate the entered data against the original source documents or records to
ensure accuracy and completeness. This step helps identify any discrepancies that may require
clarification or correction.
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e Data Formatting: Standardize the format of data entries as per organizational guidelines or data
management systems. This may include applying consistent naming conventions, numerical
formats, or date formats for uniformity.

e Quality Assurance: Perform quality checks on the captured data to verify its integrity and
reliability. This involves reviewing for completeness, correctness, and adherence to predefined
criteria.

e Data Storage: Store the captured data securely in designated storage systems or databases.
Ensure that access controls and data encryption measures are applied as per security policies
to protect sensitive financial information.

e Documentation: Maintain detailed documentation of the captured data, including metadata
such as source information, date of capture, and any relevant notes or comments. This
documentation serves as an audit trail and facilitates traceability of data origins.

e Compliance and Regulatory Checks: Ensure that data capturing processes comply with
regulatory requirements and internal policies. This includes adhering to data privacy laws,
financial reporting standards, and other relevant regulations applicable in the financial services
industry.

e Reporting and Communication: Communicate the captured data to relevant stakeholders or
departments as required. Prepare reports or summaries based on the captured data for further
analysis, decision-making, or client communication purposes.

Data uploading

The step of data uploading involves putting the data into organizational software. Uploading
data into organizational software systems in financial services in India involves several systematic
steps to ensure accuracy, completeness, and compliance. Here are the typical steps followed by a
backoffice associate:

e Data Preparation:

o DataCollection: Gatherthe data from various sources such as Excel spreadsheets, databases,
or directly from electronic documents.

o Data Cleaning: Clean the data to remove any inconsistencies, errors, or duplicates. This may
involve standardizing formats, correcting spelling errors, or resolving discrepancies.

e Data Mapping:

o Identify Fields: Identify the specific fields or columns in the organizational software where
the data needs to be uploaded.

o Field Mapping: Map each field from the source data to the corresponding fields in the
organizational software. Ensure that data types and formats match the requirements of the
software.

e File Format Preparation:

o Format Conversion: If necessary, convert the datainto the appropriate file format supported
by the organizational software (e.g., CSV, XML, Excel).

o File Structure: Arrange the data in the file according to the required structure and sequence
as per the software's import specifications.

e Data Upload Process:
Access Software: Log into the organizational software system using authorized credentials.

o Navigate to Upload Area: Access the upload or import functionality within the software.
o Upload File: Select the prepared file containing the data and initiate the upload process.
o Monitor Progress: Monitor the upload process to ensure that all data is successfully

transferred without errors or interruptions.
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e Validation and Error Handling:

o Data Validation: After uploading, validate the uploaded data within the software to ensure
accuracy and completeness.

o Error Checking: Address any errors or warnings that may occur during the upload process.
This may involve correcting data format issues, resolving missing information, or adjusting
data mappings.

e Post-Upload Verification:

o Data Reconciliation: Reconcile the uploaded data with the original source to verify that all
records have been accurately transferred.

o Audit Trail: Maintain an audit trail of the upload process, documenting any changes made
or issues encountered during data uploading.

e Testing and Confirmation:

o Functional Testing: Conduct functional tests within the software to ensure that the uploaded
data integrates correctly with existing data and functionalities.

o Confirmation: Obtain confirmation from relevant stakeholders or departments that the
uploaded data meets their requirements and expectations.

e Documentation and Reporting:

o Documentation: Maintain detailed documentation of the data uploading process, including
file specifications, mapping rules, validation results, and any corrective actions taken.

o Reporting: Generate reports or summaries as needed to report on the success of the data
upload and its impact on organizational operations.

e Security and Compliance:
o Data Security: Ensure that data uploading processes comply with organizational security
policies and data protection regulations (e.g., GDPR, RBI guidelines in India).
o Access Controls: Implement appropriate access controls to restrict unauthorized access to
sensitive data during the uploading process.

Tally ERP

SAP ERP

Oracle Financials

Quickbooks

Microsoft 365

Zoho books

Xero

Finacle

Flexcube

InvestorWare

Mprofit

—J L _J _J _JL_J _JL _J _JL_J

WealthMagic

Fig. 1.2.6: Organizational Softwares
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—1.2.6 Handling Documentation And Customer Records

Handling documentation and customer records by a backoffice associate in financial services in India
involves meticulous organization, maintenance, and retrieval of essential documents and records
related to client interactions and transactions. Initially, the associate collects and verifies documents
such as KYC (Know Your Customer) forms, account opening forms, transaction records, and legal
agreements, ensuring compliance with regulatory requirements like RBI guidelines. They organize these
documents systematically, often using digital document management systems to facilitate easy access
and retrieval. Moreover, the associate maintains confidentiality and security of sensitive customer
information, adhering to data protection laws like GDPR and India's IT Act. Regular updates and audits
of documentation ensure accuracy and completeness, supporting efficient customer service, regulatory
compliance, and seamless operations within the financial institution. The following are the different
steps involved in handling customer documentation and records;

1. Document checklisting

Document and record checklisting for a backoffice associate in India involves creating and
maintaining detailed checklists to ensure thoroughness and accuracy in handling documentation
and records. The associate develops checklists that outline specific steps and requirements for
various tasks, such as account opening, KYC compliance, transaction processing, and regulatory
reporting. These checklists serve as procedural guides, detailing necessary documents, forms, and
information needed at each stage of the process. By systematically checking off items on the list,
the associate ensures that all necessary documents are collected, verified, and filed correctly. This
systematic approach helps in minimizing errors, maintaining compliance with regulatory standards
set by entities like SEBI and RBI, and ensuring that customer records are complete and up-to-date,
thus supporting efficient backoffice operations in the financial services sector. The significance
of ensuring availability of all the documents as per the specified checklistm is exemplied by the
following steps:

e |dentify Process Requirements: Understand the specific process or task for which documentation
and record checklists are needed. This could include account opening, client onboarding,
transaction processing, regulatory reporting, etc.

e Create Checklist Templates: Develop standardized checklist templates for each process or
task. These templates should outline the sequence of steps, required documents, forms, and
information that need to be gathered or verified.

e Detail Checklist Items: Specify each item on the checklist clearly, including document names,
reference numbers, dates, and any other relevant details. Ensure that the checklist covers all
necessary aspects of the process to prevent omissions or oversights.

¢ Include Regulatory Requirements: Incorporate regulatory requirements and compliance checks
into the checklist. This ensures that all actions align with guidelines set forth by regulatory
authorities such as SEBI, RBI, and other relevant bodies.

e Review and Validation: Review the checklist to verify its accuracy and completeness. Validate
the checklist with stakeholders, compliance officers, and legal advisors to ensure it meets
regulatory standards and organizational policies.

e Implement Checklists: Use the checklists consistently during the execution of tasks or
processes. Ensure that all team members follow the checklist diligently to maintain uniformity
and adherence to standards.

e Document Management: Use digital document management systems or physical filing systems
to organize and store documents according to the checklist requirements. Ensure documents
are easily retrievable for audits and reference purposes.

e Monitor and Update: Regularly monitor the effectiveness of the checklists in ensuring
thorough documentation and compliance. Update the checklists as needed to reflect changes
in regulations, processes, or organizational requirements.
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e Training and Awareness: Provide training to team members on the proper use of checklists and
the importance of accurate documentation. Foster awareness of regulatory responsibilities and
the impact of documentation on operational efficiency and compliance.

e Audit and Quality Assurance: Conduct periodic audits of documentation processes to verify
compliance with checklists and regulatory requirements. Implement quality assurance measures
to address any identified gaps or issues promptly.

2. Document identification

Document identification for a backoffice associate in India involves the systematic process of
recognizing and categorizing various types of documents essential for financial transactions,
compliance, and operational procedures. The associate begins by understanding the specific
document requirements for different tasks such as account opening, client onboarding, transaction
processing, and regulatory reporting. They meticulously identify and classify documents based
on their purpose and relevance, ensuring they meet regulatory standards set by authorities like
SEBI and RBI. This process includes distinguishing between primary documents (e.g., KYC forms,
identification proofs) and supporting documents (e.g., utility bills, income statements), verifying
their authenticity, completeness, and accuracy. By effectively identifying documents, the associate
ensures that all necessary paperwork is in order, supporting smooth operations, compliance with
legal requirements, and maintaining comprehensive records in the financial services sector. The
significance of identifying the documents or data of customer to be uploaded is exemplied through
the following steps:

e Understand Document Requirements: Gain a clear understanding of the specific document
requirements for the task or process at hand. This includes knowing the types of documents
needed, their purpose, and any regulatory guidelines governing their use.

e Document Classification: Classify documents into primary and supporting categories based on
their importance and relevance to the task. Primary documents typically include identification
proofs (e.g., PAN card, Aadhaar card), KYC forms, and legal agreements, while supporting
documents may include utility bills, income proofs, and address proofs.

e Document Verification: Verify the authenticity and validity of each document. Check for
completeness, ensuring that all required fields are filled out and all necessary signatures are
obtained. Verify the accuracy of information provided, such as matching names and addresses
across different documents.

e Compliance Check: Ensure that documents comply with regulatory requirements set by
authorities such as SEBI, RBI, and other relevant bodies. This includes verifying that documents
meet specific formatting, content, and certification requirements mandated by regulations.

e Organize and Maintain Records: Organize documents systematically, either physically or digitally,
using secure filing systems or document management software. Ensure easy accessibility for
retrieval and audit purposes while maintaining confidentiality and data security.

e Document Tracking: Track the status of each document throughout the processing workflow.
Record when documents are received, verified, approved, and filed to maintain a clear audit
trail and ensure accountability.

e Communication and Collaboration: Communicate effectively with internal stakeholders,
such as compliance officers, legal advisors, and client relationship managers, to address any
document-related queries or issues promptly. Collaborate to resolve discrepancies and ensure
adherence to established processes.

e Regular Review and Update: Periodically review document identification processes and update
procedures as necessary to reflect changes in regulations, industry standards, or organizational
requirements. This ensures that document handling practices remain current and effective.

'
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Document collection

Document collection for a backoffice associate in financial services in India involves systematically
gathering required paperwork and information from clients, counterparties, and internal sources
to facilitate various financial transactions and compliance processes. The associate begins by
identifying the specific documents needed based on the task at hand, such as account opening,
loan processing, or regulatory reporting. They communicate clearly with clients or stakeholders
to request necessary documents, ensuring completeness and accuracy upon receipt. Verification
of documents is essential to confirm authenticity and compliance with regulatory standards set
by bodies like SEBI and RBI. Efficient organization and secure storage of collected documents
using digital platforms or physical filing systems ensure accessibility for internal audits, regulatory
inspections, and client queries, thereby supporting seamless operations and maintaining trust and
compliance within the financial services industry in India. The steps to collect the customer data
from the sales team is as follows:

e |dentify Required Documents: Understand the specific documents needed for the task at
hand, such as account opening, loan processing, KYC compliance, or regulatory reporting. This
includes primary documents like identification proofs (e.g., PAN card, Aadhaar card), address
proofs, income statements, and any supporting documents required.

e Communicate Requirements: Clearly communicate document requirements to clients,
counterparties, orinternal stakeholders. Provide detailed instructions on the types of documents
needed, formats, and any specific deadlines or submission guidelines.

e Receive Documents: Receive documents from clients or counterparties through various
channels such as in-person submissions, email attachments, online portals, or postal services.
Ensure documents are securely transmitted and received in a timely manner.

e Verify Document Authenticity: Verify the authenticity of each document received. Check
for valid dates, signatures, stamps, and any seals where applicable. Cross-check information
provided against known databases or records to confirm accuracy.

e Check Completeness: Review each document for completeness, ensuring all required fields
are filled out and all necessary supporting documents are included. Verify that all mandatory
disclosures and declarations are made as per regulatory requirements.

e Document Logging: Log received documents into appropriate tracking systems or databases.
Record details such as date received, client name, document type, and any additional notes or
actions required.

e Follow-Up on Missing Documents: Proactively follow up with clients or counterparties for any
missing or incomplete documents. Clarify requirements and provide assistance as needed to
facilitate timely submission.

e Organize and Store Documents: Organize documents systematically using digital document
management systems or physical filing systems. Ensure documents are stored securely and are
easily retrievable for future reference, audits, or compliance checks.

e Maintain Confidentiality: Handle sensitive information with utmost confidentiality and comply
with data protection laws and organizational policies regarding the storage and handling of
client documents.

e Documentation and Reporting: Maintain accurate records of document collection activities,
including any communications and follow-ups. Prepare reports or summaries as required to
update stakeholders on the status of document collection processes.

Data processing

Data processing for a backoffice associate in financial services in India involves several systematic
steps to ensure accurate and efficient handling of financial information. Initially, the associate
receives raw data from various sources such as transaction records, client information forms, and
market data feeds. They then validate and verify the data to ensure completeness and accuracy,

'
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checking for any discrepancies or errors that may require resolution. Next, the associate processes
the data by categorizing, organizing, and analyzing it using specialized software like Excel, SQL, or
proprietary financial management systems. This step includes performing calculations, generating
reports, and preparing data for further analysis or presentation. Throughout the process,
adherence to regulatory standards such as SEBI guidelines and data privacy laws is maintained.
Finally, the processed data is securely stored and made accessible for reporting, decision-making,
and compliance purposes, contributing to the smooth functioning and operational efficiency of
financial services in India.

5. Customer record management

The standard procedure for handling and maintaining customer records is referred to as customer
record management. In India, the government mandates specific protocols and guidelines for
customer record management that backoffice associates in financial services must adhere to. Here
are some key protocols:

e KYC (Know Your Customer) Requirements: Backoffice associates must follow stringent KYC
norms prescribed by regulatory bodies like RBI (Reserve Bank of India) and SEBI (Securities and
Exchange Board of India). This includes verifying and documenting the identity, address, and
other relevant details of customers before establishing any business relationship or conducting
transactions.

e Data Privacy and Security: Compliance with data privacy laws such as the Information
Technology Act and rules laid down by the Data Protection Authority of India (DPAI) is essential.
Backoffice associates must ensure that customer records are stored securely and access is
restricted to authorized personnel only. Measures like encryption of sensitive data and regular
security audits are typically required.

e Retention and Archival: Maintain records as per prescribed retention periods specified by
regulatory authorities. This includes both physical and electronic records related to customer
transactions, communications, and account information. Records must be archived securely
and made available for regulatory inspections or audits as and when required.

e Customer Consent and Communication: Obtain explicit consent from customers for collection,
use, and sharing of their personal information as per the guidelines provided under the Personal
Data Protection Bill. Maintain transparent communication regarding the purpose and scope of
data collection to ensure customer trust and compliance with legal requirements.

e Compliance Reporting: Regularly report compliance with customer record management
protocols to regulatory authorities as required. This includes submitting periodic reports
detailing adherence to KYC norms, data privacy measures, and any incidents of data breaches
or non-compliance.

e Training and Awareness: Conduct regular training sessions for backoffice staff to raise
awareness about the importance of customer record management protocols. Ensure that staff
are updated on changes in regulations and best practices to maintain compliance and mitigate
risks effectively.

e Creating and update the records in the software: In India, creating and updating records in
software by backoffice associates in financial services must comply with government protocols
and regulations. The associate must first accurately input customer data into the designated
software, ensuring completeness and correctness while adhering to KYC guidelines prescribed
by regulatory bodies such as RBI and SEBI. Regular updates to customer records should be
conducted promptly upon receipt of new information or changes, maintaining accuracy and
consistency across all entries. It's crucial to secure sensitive data through encryption and
access controls as per Information Technology Act requirements, ensuring protection against
unauthorized access or data breaches. Compliance with the Personal Data Protection Bill is
essential, requiring explicit customer consent for data usage and adherence to prescribed
retention periods for record management. Continuous training and awareness programs are

'
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necessary to keep abreast of evolving regulatory requirements and best practices in data
handling and privacy protection within financial services in India.

6. Organizational escalation

Organizational escalation for a backoffice associate in financial services in India refers to the process
of raisingissues, concerns, or unresolved matters to higher levels of authority within the organization
for appropriate action and resolution. When faced with complex or sensitive situations that require
managerial or specialized intervention, the associate initiates escalation by documenting the issue
comprehensively, outlining its impact, and presenting potential solutions or recommendations.
This process ensures that critical issues such as customer complaints, regulatory non-compliance,
or operational challenges are addressed promptly and effectively. Effective communication and
collaboration with supervisors, compliance officers, and other relevant stakeholders are essential
to ensure that escalated issues are prioritized, investigated thoroughly, and resolved in accordance
with organizational policies and regulatory requirements, thereby maintaining operational integrity
and client satisfaction in financial services in India. It has two main categories;

e Organizational escalation and matrix for any discrepancy: Organizational escalation and matrix
for any discrepancy in India refers to the structured process by which discrepancies, issues, or
conflicts are escalated within a hierarchical framework to ensure timely resolution and
accountability. When a discrepancy arises, such as errors in financial transactions, regulatory
violations, or operational inefficiencies, the backoffice associate first identifies and assesses the
nature and severity of the issue. They then consult predefined escalation matrices or guidelines
that outline the appropriate channels and levels of authority to escalate the discrepancy. This
typically involves reporting to immediate supervisors or managers, who may escalate further to
department heads, compliance officers, or senior management based on the complexity and
impact of the discrepancy. Clear documentation, including timelines, actions taken, and
communication logs, supports transparency and accountability throughout the escalation
process. By adhering to these structured procedures, financial institutions in India ensure that
discrepancies are addressed promptly, corrective actions are implemented efficiently, and
lessons learned contribute to ongoing process improvement and regulatory compliance.

e Organizational deviation matrix: The significance of seeking approval of the appropriate
authorities in  case of any
deviations taken, as defined in the
organizational deviation matrix. An
organizational deviation matrix for
a backoffice associate in financial
services in India outlines the
structured approach to handling
deviations or departures from

Organizational Deviation and Discepancy Matrix

standard operating procedures, e Severity Based Matrix
policies, or regulatory guidelines ¢ Risk Based Matrix
within the organization. When e Compliance Matrix
encountering a deviation, such e Process-Specific Matrix
as an unexpected variation in ¢ Root Cause Analysis Matrix
transaction processes, compliance ¢ Techology-Related Matrix
requirements not being met, or e Operational Matrix
operational inefficiencies, the  Chane Management Matrix
associate refers to the deviation « Supplier or Vendor Matrix
matrix. This matrix categorizes * Audit and Compliance Matrix

deviations based on their severity,
impact, and urgency, defining
specific actions and escalation
paths. The associate identifies the Fig. 1.2.7: Organizational Matrix Types
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deviation, assesses its implications, and determines the appropriate response or corrective
measures in accordance with predefined protocols. This includes documenting the deviation,
notifying relevant stakeholders, and initiating corrective actions promptly to mitigate risks
and ensure alignment with organizational goals and regulatory expectations in the dynamic
landscape of financial services in India.

7. Report preparation

In India, the Securities and Exchange Board of India (SEBI) is one of the primary authorities
responsible for laying down the Standard Operating Procedures (SOPs) and guidelines for report
generation in financial services. SEBI regulates the securities markets in India and mandates specific
reporting requirements for entities such as stock exchanges, brokers, mutual funds, and other
market intermediaries. These reporting requirements encompass various aspects, including financial
reporting, compliance reporting, transaction reporting, investor disclosures, and regulatory filings.
SEBI's SOPs ensure transparency, accuracy, and timeliness in reporting practices within the financial
services sector, aiming to maintain market integrity and protect investor interests. Additionally,
other regulatory bodies such as the Reserve Bank of India (RBI) and the Ministry of Finance may
also issue guidelines and SOPs relevant to specific financial services operations and reporting
requirements. The SOP for preparing reports for a backoffice associate in financial services in India
are as follows:

e Compliance Reporting: SOPs specify the format, content, and frequency of compliance reports
that financial institutions must submit to regulatory authorities like SEBI and RBI. This includes
reports on KYC compliance, anti-money laundering (AML) compliance, risk management, and
internal controls.

e Financial Reporting: Guidelines for preparing financial statements, including balance sheets,
income statements, and cash flow statements, in accordance with accounting standards
prescribed by regulatory bodies such as SEBI and RBI.

e Transaction Reporting: Procedures for reporting various financial transactions, such as trades,
settlements, and client transactions, to ensure transparency and regulatory oversight.

e Regulatory Filings: Requirements for filing regulatory forms and disclosures, including periodic
returns, investor disclosures, and other mandated filings with regulatory authorities.

e Data Integrity and Security: SOPs emphasize the importance of data integrity, accuracy, and
security in report generation. They outline measures to ensure that data used in reports is
reliable and protected against unauthorized access or manipulation.

e Timeliness and Deadlines: Guidelines on the timelines for submitting reports to regulatory
authorities, ensuring that reports are prepared, reviewed, and submitted within stipulated
deadlines to avoid penalties or non-compliance issues.

e Audit and Review Procedures: Procedures for conducting internal audits and reviews of report
generation processes to verify compliance with SOPs and regulatory requirements. This includes
maintaining audit trails and documentation for transparency and accountability.

e Training and Compliance Awareness: Emphasis on training programs to educate backoffice
associates and staff on SOPs for report generation, ensuring awareness of regulatory updates
and best practices in reporting.
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Types of Reports

¢ Daily Transaction Reports
e Account Statements
e Monthly/Quarterly Financial Statements
¢ Risk Management Reports
e Compliance Reports
e Audit Reports
¢ Client Statements and Confirmations
¢ Performance Reports
¢ Regulatory Filings
e Management Reports
e Complaint and Dispute Reports
¢ Operational Efficiency Reports

Fig. 1.2.8: Report Types

Data recovery

Customer data recovery refers to the process of accessing and extracting information related to
clients or customers from databases, records, or information systems within a financial services
organization in India. This involves retrieving various types of data such as personal information
(e.g., name, address, contact details), financial history, transaction records, account balances,
and any other pertinent details relevant to customer relationships. The retrieval process is
typically conducted in compliance with data privacy regulations and organizational policies to
ensure confidentiality and security of customer information. Backoffice associates and personnel
responsible for customer data retrieval use authorized access methods and protocols to gather
accurate and up-to-date information efficiently. This data is crucial for customer service, account
management, regulatory reporting, and decision-making processes within the organization,
contributing to effective client relationship management and operational efficiency in the financial
services sector. It is of the following two categories;

e SOP for data backup: Data back up deals with keeping ascribed copies of relevant data. The SOP
for data backup is laid down by the Ministry of Finance, the government of India, MEITY, CSP
Platform. The Standard Operating Procedure (SOP) for customer data backup for a backoffice
associate in financial services in India involves systematic and secure procedures to ensure the
integrity and availability of customer information. The associate initiates regular backups of
customer data stored in databases, ensuring redundancy and protection against data loss due
to hardware failure, cyber threats, or natural disasters. SOPs specify the frequency of backups,
typically daily or as per regulatory requirements, using encrypted and secure methods to
transfer data to designated backup storage systems or cloud platforms. Backup procedures
include verification of data completeness and accuracy, maintaining detailed logs of backup
activities, and conducting periodic tests to ensure data recovery readiness. Compliance with
data protection laws such as the Personal Data Protection Bill is paramount, ensuring customer




data is handled with confidentiality and safeguarded against unauthorized access or breaches.
By adhering to SOPs for customer data backup, financial services organizations in India mitigate
risks and uphold trust by ensuring continuity of operations and regulatory compliance.

SOP for data retrieval: Data Retrieval is re-finding lost data from multiple sources. The SOP for
data retrieval is also laid down by the Ministry of Finance, the government of India, MEITY, CSP
Platform. The Standard Operating Procedure (SOP) for customer data retrieval for a backoffice
associate in financial services in India outlines systematic guidelines for accessing and retrieving
customer information securely and efficiently. The associate initiates data retrieval procedures
by verifying authorization and adhering to strict protocols to ensure compliance with data
privacy regulations such as those mandated by SEBI and RBI. SOPs specify the use of designated
access controls and encrypted communication channels to retrieve various types of customer
data, including personal information, financial records, transaction histories, and account
details. Retrieval processes include validating the accuracy and completeness of retrieved
data, maintaining detailed logs of access activities, and ensuring that data is used solely
for authorized purposes such as client servicing, regulatory reporting, or internal analysis.
Continuous adherence to SOPs for customer data retrieval ensures confidentiality, integrity,
and availability of customer information, fostering trust and compliance within the financial
services sector in India.

Fig. 1.2.9: CSP Platform, MEITY

(Source: https://www.meity.gov.in/writereaddata/files/Guidelines-Procurement_Cloud_Services.pdf)
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—1.2.7 Departmental Rules

For a backoffice associate in financial services in India, adherence to departmental rules, relevant
department policies, processes, standard operating procedures (SOPs), and instructions is crucial.
Here's an overview of what these entail:

e Departmental Rules: These are specific regulations or guidelines established by the department
overseeing financial services, such as the Ministry of Finance, SEBI (Securities and Exchange Board
of India), or RBI (Reserve Bank of India). These rules outline the framework within which financial
services operations must be conducted, covering aspects like compliance, reporting requirements,
and operational standards.

e Relevant Department Policies: Policies set by the department define the strategic direction and
principles governing various aspects of financial services operations. These policies encompass
areas such as customer service standards, risk management, information security, and ethical
conduct. They provide a framework for decision-making and operational management within
financial institutions.

e Processes: Processes refer to the structured workflows and procedures followed in performing
specific tasks within the backoffice operations. This includes processes for account opening,
transaction processing, customer data management, compliance checks, and regulatory reporting.
Processes ensure consistency, efficiency, and compliance with departmental rules and policies.

e Standard Operating Procedures (SOPs): SOPs are detailed step-by-step instructions that prescribe
how specific tasks or processes should be executed within the backoffice operations. They
standardize operations, ensure adherence to regulatory requirements, and mitigate operational
risks. SOPs cover activities such as data retrieval, document handling, report generation, client
communication, and incident management.

e Instructions by the Government of India: These are directives or guidelines issued by regulatory
authorities such as SEBI, RBI, or other government departments related to financial services.
Instructions may pertain to changes in regulations, compliance deadlines, reporting formats, or
specific operational guidelines that financial institutions must follow.

Compliance with these departmental rules, policies, processes, SOPs, and government instructions is
essential for maintaining operational integrity, regulatory compliance, and ensuring customer trust
within the financial services sector in India. Backoffice associates play a critical role in adhering to these
guidelines while performing their daily responsibilities to support efficient and compliant operations.
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— Summary £

The Indian banking industry traces its origins back to the early 18th century with the establishment
of the Bank of Hindustan in 1770, the General Bank of India in 1786, and the Presidency Banks in
the early 1800s. The sector saw significant expansion with the formation of the Imperial Bank of
India in 1921, which later became the State Bank of India in 1955.

The Skill India Mission, launched by the Government of India in 2015, aims to train over 40 crore
(400 million) people in various skills by 2022. The mission's primary objectives and benefits are
designed to enhance the skills of the Indian workforce, thereby improving employability and
productivity, also catering to the banking and finance sector under the flagship of BFSI.

Financial services in India cater to diverse customers including retail (salaried individuals, HNIs),
corporate (SMEs, MNCs), institutional (banks, insurance companies), agricultural, rural, NRIs, digital
customers, and social sector organizations.

A Backoffice associate financial services deals with handling of different types of customer
documents and records that can be categorized to KYC documents, legal documents, financial
documents, and transaction documents.

Handling Documentation and Customer Records Involves meticulous organization, maintenance,

and retrieval of essential documents and records in financial services to ensure compliance and
operational efficiency through Data Compilation, Sorting, Validation, Entry, Capture and Upload.

Customer Record Management involves the steps of Data Identification, Collection, and processing
the same.

For any discrepancy and deviations from regulatory standards, the backoffice associates must resort
to compliant report preparation, data recovery steps, and organizational escalation.
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— Exercise :4

Multiple Choice Questions

1. During what time was the nationalization of the Indian Banks made?
a. 1969 - 1980 b.947 - 1989
€. 1921-1935 d. None of the above

2. Which process in data handling involves transforming raw information from various sources into a
structured format?
a. Data Compilation b. Data Sorting
c. Data Capturing d. Data Validation

3. Which customer type in the Indian financial services sector would typically require services like
wealth management, investment advisory, and estate planning?
a. Salaried individuals b. Startups
c. High Net-Worth Individuals (HNIs) d. Farmers

4. Which regulatory bodies set guidelines for document identification in India?
a. SEBIl and RBI b. Ministry of Finance and MEITY
c. NSE and BSE d. IRDAIl and PFRDA

5. Which SOP emphasizes the importance of data integrity and security in report generation?

a. SOP for data recovery b. SOP for report preparation

c. SOP for organizational deviation matrix d. SOP for document collection

Descriptive Questions

Describe the responsibilities and career opportunities for a backoffice assitant financial services.
Explain the importance of data validation in the context of financial services in India.

Outline the steps involved in handling financial data from receipt to final storage, emphasizing
compliance with SEBI guidelines and data privacy laws.

Discuss the significance of organizational escalation for a backoffice associate in financial services
in India.

Describe the systematic process a backoffice associate in financial services follows to collect and
verify customer documents in India.
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— Notes

Scan the QR codes or click on the link to watch the related videos

https://www.youtube.com/watch?v=57d4FLZ9p7Y https://www.youtube.com/watch?v=NDQxiSy3-SA

Skill Development India _ Skill India Mission Important Government Schemes PDFs | RBI,
NABARD, SEBI Preparation

https://www.youtube.com/watch?v=QtQic_fegOs https://www.youtube.com/watch?v=ugmggkFOgKQ

Banking System - Simplified India’s Evolving Financial Trends



https://www.youtube.com/watch?v=57d4FLZ9p7Y
https://www.youtube.com/watch?v=NDQxiSy3-SA
https://www.youtube.com/watch?v=QtQic_fegOs
https://www.youtube.com/watch?v=ugmgqkFOgKQ 

Unit 2.1 - Departmental Co-ordination Practices

Unit 2.2 - Coordination Skills And Duties

2. Coordinate with
Other Departments
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— Key Learning Outcomes

By the end of this module, the participants will be able to:
1.

vk W

Demonstrate how to create a backup of data and documents

Show how to update records, filing, inventory, mailing, and database systems, either
manually or using a computer

Demonstrate how to find, retrieve, and make copies of information from files

Role play on how to report to the development team about issues faced with the system
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UNIT 2.1: Departmental Co-ordination Practices

— Unit Objectives | ©

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

1. Describe the framework of rules concerning departmental collaboration.
2. Describe the aspects of data management through team collaboration.

—2.1.1 Departmental Rules Framework

The Departmental framework consists of relevant department policies, processes, standard operating
procedures, and instructions for a backoffice associate of financial services. Creating a comprehensive
framework for a back-office associate in financial services in India involves outlining key rules, policies,
processes, standard operating procedures (SOPs), and instructions. Below is a detailed framework:

Framework Category Rules

Code of Conduct

e Professionalism: Maintain a high level of professionalism in all
communications and transactions.

e Confidentiality: Safeguard all customer and company information.

e Compliance: Adhere to all regulatory and legal requirements, including

Code of Conduct RBI guidelines, SEBI regulations, and company-specific policies.

Work Ethics

e Integrity: Perform duties honestly and ethically.

e Accountability: Take responsibility for your actions and decisions.
e Respect: Treat colleagues, clients, and stakeholders with respect.

Compliance Policy

e Ensure compliance with all relevant financial regulations, including
Anti-Money Laundering (AML) and Know Your Customer (KYC) normes.

e Regularly update knowledge on regulatory changes and implement
them promptly.

Departmental Policies

Data Security Policy

e Follow stringent data protection protocols.
e Use encryption and secure methods for data transmission.

e Adhere to the Information Technology Act, 2000, and subsequent
amendments.

—_______&__________
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Framework Category Rules

Human Resources Policy
e Follow the company’s HR policies regarding working hours, leave, and
employee benefits.

e Participate in mandatory training sessions and professional
development programs.

Transaction Processing

e Verification: Verify the accuracy of transaction details.
e Processing: Enter transactionsinto the system promptly and accurately.
e Reconciliation: Regularly reconcile accounts to ensure accuracy.

Documentation Management

Process Execution e Filing: Maintain orderly and accessible filing systems.
e Archiving: Archive documents as per the company’s retention policy.

e Destruction: Securely destroy documents that are no longer needed.

Customer Service Support

e Query Resolution: Address customer queries and issues efficiently.

e Feedback: Collect and report customer feedback for service
improvement.

SOP for Transaction Processing
e Receive Transaction Request: Obtain transaction details from the
front office.

e Verify Details: Check all transaction details for completeness and
accuracy.

e Process Transaction: Input the transaction into the relevant system.

e Confirm Transaction: Confirm the transaction with the front office.
Standard Operating | o

Reconcile: Reconcile daily transactions to ensure accuracy.
Procedures

SOP for KYC Compliance

e Document Collection: Collect necessary KYC documents from
customers.

e Verification: Verify documents for authenticity.

e Record Keeping: Enter customer details into the KYC database.

e Regular Updates: Update KYC information periodically.
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Framework Category Rules

SOP for Data Handling

Access Control: Ensure only authorized personnel access sensitive
data.

Data Entry: Accurately enter data into the system.

Data Backup: Regularly back up data as per the backup schedule.
Data Disposal: Follow secure disposal methods for outdated data.

Instructions .
[ )

Daily Tasks

Check emails and communication channels for updates.
Process pending transactions from the previous day.
Perform daily reconciliation of accounts.

Update logs and records.

Monthly Tasks

Assist in the preparation of monthly financial reports.
Participate in monthly compliance audits.

Review and update SOPs as necessary.

General Instructions

Always double-check work to minimize errors.
Maintain a clean and organized workspace.
Keep abreast of industry trends and updates.

Table. 2.1.1: Departmental Rules Framework

—2.1.2 Data Management

Data Management practices involves the preparatory steps for standard procedure to prepare, update
and retrieve reports and data backup. For effective departmental collaboration, data management is
crucial in ensuring that information flows smoothly and securely across various departments. Below
are the detailed steps a back-office associate in financial services in India should follow:

Data Management Steps

Post Collection and

Execution Process

Verification

Data sharing and
Collaboration

Set Up Data Access:

Configure user permissions based on departmental roles and
requirements.

Ensure that data is accessible to relevant departments without
compromising security.
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Data Management Steps
Post Collection and
Verification

Execution Process

Collaborative Platforms:
e Utilize collaborative platforms and tools (e.g., shared drives, cloud
storage, collaboration software) to facilitate easy data sharing.

e Ensure these platforms comply with data security and privacy
regulations.

Communication Protocols:

e Establish clear communication protocols for data requests and
transfers.

e Use encrypted communication channels for sensitive data.

Data Maintenance and
Updating

Regular Updates:

e Schedule regular updates to ensure that data remains current and
relevant.

¢ Notify relevant departments of any significant changes or updates.

Data Cleansing:

e Perform periodic data cleansing to remove outdated, duplicate, or
erroneous data.

e Use data cleansing tools to automate and streamline this process.

Backup and Recovery:
e Implement a robust data backup strategy, including regular
backups and secure storage.

e Establish data recovery procedures to restore data in case of loss
or corruption.

Data Security and
Compliance

Data Protection Measures:

e Employ encryption, firewalls, and other security measures to
protect data.

e Regularly update security protocols to address new threats.

Compliance Adherence:
e Ensure all data management practices comply with relevant
regulations (e.g., GDPR, RBI guidelines, SEBI regulations).

e Conduct regular compliance audits to identify and rectify any
lapses.
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Data Management Steps
Post Collection and Execution Process
Verification

Incident Management:
e Establish an incident management plan to address data breaches
or security incidents.

e Train staff on recognizing and responding to potential data security
threats.

Data Reporting:

e Generate regular reports for various departments based on their
data needs.

e Use reporting tools to create detailed, accurate reports.

Data Analysis:

e Perform data analysis to identify trends, insights, and areas for
Reporting and Analysis improvement.

e Share analysis results with relevant departments to inform
decision-making.

Feedback Loop:

e Establish a feedback loop to gather input from departments on
data quality and usefulness.

e Use feedback to continually improve data management practices.

Table. 2.1.2: Data Management

—2.1.3 Document Dispension

The stage of document dispension requires significant act of ensuring the availability of the documents
to appropriate authorities at all times for inspection. On that note, the backoffice associate financial
services must share data and reports to the reporting manager and other internal teams as per the
defined TAT in the following steps;

Document Organization and Retention:

e Centralized System: Maintain a well-organized document management system, either digital or
physical. This could be a designated folder structure on a secure server, a cloud-based document
management platform, or a secure physical archive.

e Retention Policies: Follow established document retention policies set by your company and Indian
regulations. These policies will dictate how long different types of documents need to be kept.

e Document Indexing: Clearly index all documents with relevant keywords and metadata (e.g.,
customer ID, document type, date) for easy searchability.
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Sharing Procedures:

Authorized Requests: Only share documents with authorized personnel upon receiving a formal
request from a relevant authority (e.g., RBI, tax department, law enforcement).

Verification Process: Verify the legitimacy of the request before sharing any documents. This may
involve confirming the identity of the requesting party and the purpose of the request.

Secure Methods: Utilize secure methods for sharing documents, such as password-protected file
transfers or encrypted email attachments.

Internal Communication:

Awareness Training: Undergo regular training on document handling procedures, including sharing
protocols and data security best practices.

Internal Escalation: If unsure about the legitimacy of a request or the appropriate documents to
share, escalate it to your supervisor or compliance officer for guidance.

Additional Considerations:

Redaction: If necessary, redact sensitive customer information (e.g., social security numbers)
before sharing documents with authorities, following company and regulatory guidelines.
Auditing: Maintain an audit trail of all document access and sharing activities. This record may be
helpful in demonstrating compliance with regulations.

Data Preparation

Data Storage Management

Establishing Access Controls

Document Request Handling

Secure Document Transmission

Real-time Inspection Access

Compliant Record-Keeping

Training and Awareness

Fig. 2.1.1: Data Dispension Pillars
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—2.1.4 Team Reporting

In financial services in India, a back-office associate can utilize team reporting techniques such as
daily task reports and stand-up meetings for brief, consistent updates; weekly status reports and
review meetings for detailed progress tracking; monthly performance reports and strategy meetings
for comprehensive analysis and future planning; and ad-hoc reports for incident and project-specific
updates. Utilizing tools like project management software (Asana, Trello), communication platforms
(Slack, Microsoft Teams), and reporting/analytics tools (Tableau, Power BIl) ensures efficient and
transparent reporting, fostering accountability and collaboration within the team. The following are
the procedures for team reporting for a backoffice associate in financial services:

Communication and Clarity:

e Regular Updates: Provide your team lead or supervisor with regular updates on your progress,
highlighting completed tasks, ongoing projects, and any roadblocks encountered. Daily or weekly
updates, depending on workload, can keep everyone informed.

e C(Clear and Concise Reports: When assigned reports, focus on delivering clear and concise
information. Use visuals like charts or graphs when appropriate to present data effectively.

e Meeting Participation: Actively participate in team meetings. Take notes, ask clarifying questions,
and share any relevant updates or concerns you may have.

Accuracy and Efficiency:
e Focus on Accuracy: Double-check your work for errors before submitting reports. In financial
services, accuracy is paramount.

e Meet Deadlines: Consistently meet deadlines for reports and tasks assigned by your team lead.
This demonstrates reliability and keeps the team on track.

e Highlight Efficiency Gains: If you identify ways to improve processes or complete tasks more
efficiently, share these suggestions with your team lead. This can benefit the entire team.

Collaboration and Support:
e Offer Help: Be willing to help your teammates when they have questions or require assistance with
tasks. This fosters a collaborative and supportive work environment.

e Share Knowledge: If you have expertise in a specific area or process, share your knowledge with
your colleagues through informal discussions or by volunteering to lead training sessions.

e Positive Attitude: Maintain a positive and helpful attitude. This contributes to a more enjoyable
work environment for everyone.

Additional Awareness:
e Use Reporting Tools: If your company utilizes project management or reporting software, become
familiar with these tools to streamline your reporting tasks.

e Seek Feedback: Proactively seek feedback from your team lead on your reporting style and
efficiency. This allows you to identify areas for improvement.
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Daily Reporting

Weekly Reporting

Monthly Reporting

Ad-Hoc Reporting

Tools and Technologies

Best-Ethical Practices

Fig. 2.1.2: Team Reporting Pillars

—2.1.5 Staff Support

The Accurate Data Management, and Customer Records Handling is very essential for the personnel
that directly deal with customers. Hence there is a greatimportance of supporting sales staff in handling
and documenting customer accounts. Here are some ways they can contribute:

Account Set-up and Onboarding:

Data Entry and Verification: Assist sales staff by accurately entering customer information and
KYC documents into the system. Verify the information for completeness and consistency to avoid
delays.

Document Management: Manage the collection, scanning, and secure storage of customer KYC
documents and account opening forms. Ensure all necessary documents are collected and properly
filed for compliance purposes.

Account Activation: Process new account applications efficiently, following established procedures
to activate them promptly. This allows sales staff to focus on closing deals.

Customer Account Management:

Transaction Processing: Accurately process customer transactions like deposits, withdrawals, and
account transfers. Ensure timely and error-free processing to maintain customer satisfaction.

Statement Preparation: Generate and distribute periodic account statements to customers. This
can be done electronically or through physical mail, depending on customer preference.

Account Maintenance: Handle routine account maintenance tasks like address changes, updating
contact information, and processing stop-payment requests. Freeing up sales staff to focus on client
relationships.

Sales Support:

Providing Information: Research and provide sales staff with accurate information on account
details, product features, and regulatory requirements. This empowers them to answer customer
guestions confidently.
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e Generating Reports: Create reports on sales activity, account performance, and customer
demographics. This data can be used by sales staff to identify sales opportunities and tailor their
approach.

e Following Up with Leads: Assist with qualifying leads generated by marketing efforts. This can
involve contacting potential customers to gather information and schedule appointments with
sales representatives.

Additional Considerations:
e Communication and Collaboration: Maintain open communication with sales staff regarding
account updates, processing delays, or any issues that may arise.

e Attention to Detail: Backoffice associates play a vital role in ensuring accuracy and compliance. Pay
close attention to detail to avoid errors that could impact customer accounts.

e Staying Updated: Keep yourself updated on new regulations, products, and procedures to provide
the best possible support to the sales team.

Account Documentation

Account Management

Customer Support

Risk Support Compliance

Process Improvement

Fig. 2.1.3: Sales Staff Support Pillars

— 2.1.6 Organizational Escalation Matrix

The organizational escalation matrix for departmental collaboration in Indian financial services outlines
atiered approach to resolving issues. Backoffice associates first attempt resolution with their team lead,
then escalate to departmental liaisons (e.g., sales manager for missing documents) and department
heads if needed. In rare cases, senior management intervenes to ensure a solution considering all
departmental perspectives. This matrix promotes efficient issue resolution, clear communication, and
empowers backoffice associates to collaborate effectively through the following levels;

Issue Identification:

e The backoffice associate identifies an issue requiring departmental collaboration (e.g., missing KYC
documents for a new account, discrepancy in customer information).
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Level 1: Internal Resolution (Backoffice associate & Team Lead)

The backoffice associate attempts to resolve the issue directly with their team lead (e.g., contacting
the sales representative who opened the account for missing documents).

The team lead provides guidance and may reach out to their counterparts in other departments for
initial inquiries.

Level 2: Departmental Liaison (Team Lead & Departmental Point of Contact)

If the issue cannot be resolved at Level 1, the backoffice associate's team lead escalates the issue
to the designated point of contact in the relevant department (e.g., sales manager for missing
documents, IT support for system errors).

Departmental points of contact are pre-determined individuals responsible for collaborating on
cross-departmental issues.

Communication can happen via phone, email, or internal messaging platforms.

Level 3: Departmental Head Involvement (Team Lead & Department Head)

If the departmental point of contact cannot resolve the issue, the backoffice associate's team lead
escalates it to their department head (e.g., back office manager escalating to sales manager).

Department heads work together to find a solution, potentially involving further communication
across departments.

Level 4: Senior Management Intervention (Department Heads & Senior Management)

In rare cases where department heads cannot reach a resolution, they escalate the issue to senior
management (e.g., head of operations or chief compliance officer).

Senior management intervenes to ensure a timely and effective resolution considering all
departmental perspectives.

Communication and Documentation

Issue Tracking System: Use an issue tracking system (e.g., JIRA, ServiceNow) to log and track the
progress of issues.

Regular Updates: Provide regular updates to all relevant stakeholders at each escalation level.

Documentation: Maintain detailed records of all issues, actions taken, and resolutions for future
reference and audits.

Feedback Loop: Implement a feedback loop to learn from resolved issues and improve processes.

Collaboration Across Departments

Regular Meetings: Schedule regular inter-departmental meetings to discuss ongoing issues and
collaborative efforts.

Clear Protocols: Establish clear protocols for inter-departmental communication and escalation.

Shared Tools: Use shared tools and platforms (e.g., Slack, Microsoft Teams) for seamless
communication.
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Additional Considerations:

e Documentation: All communication and escalation steps should be documented for future
reference and audit purposes.

e Timeframes: Each level of escalation should have a designated timeframe for response to ensure

timely issue resolution.

e Training: Backoffice associates and team leads should be trained on the escalation matrix and
communication protocols for effective collaboration.

e Regular Meetings: Schedule regular inter-departmental meetings to discuss ongoing issues and

collaborative efforts.

e (Clear Protocols: Establish clear protocols for inter-departmental communication and escalation.

e Shared Tools: Use shared tools and platforms (e.g., Slack, Microsoft Teams) for seamless
communication.

Escalation Department/ . Outcome in
Function .
name Personnel timeframe
lssue Address and resolve basic
. . issues related to data entry, Immediate
Identification Back-Office e . .
1 . . document verification, routine | Resolution upto 2
and Immediate | Associate L .
. customer inquiries, and minor | hours
Resolution .
transactional errors.
Initial Handle more complex issues,
Resolution Back-Office provide guidance to back-
2 Attempt Supervisor or office associates, and ensure 4 hours
and Primary Team Leader that routine operations run
Resolution smoothly.
Problems
unresolved at
Department Address issues requiring Level 2, requiring
Manager (e.g., higher authority, implement significant
Operations process improvements, changes in
Secondary . .
3 Resolution Manager, and coordinate with other procedures,
Customer department managers to or having a
Service resolve inter-departmental potential impact
Manager) issues. on customer
satisfaction or
compliance.
Tertiary Senior Resolve critical issues affecting
Resolution Management company operations, make
4 with Senior (e.g., Vice strategic decisions, and 1 Day
Management President, ensure overall departmental
Intervention Director) alignment and compliance.
Executive Executive Handle top-level decisions, Exceeding two
5 Management Management resolve major crises, and days relative to
Intervention (e.g., CEO, CFO) | provide executive oversight. the concern

Table. 2.1.3: Organization Escalation
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UNIT 2.2: Coordination Skills And Duties

— Unit Objectives | ©

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

1. Describe the coordination skills for a backoffice associate financial services
2. Describe the practices of reporting for team development process

—2.2.1 Computer Skills

Computer skills are critical for backoffice associates in Indian financial services. They need proficiency
in Microsoft Office (Word, Excel, Outlook) to handle data entry, generate reports, and communicate
effectively. Familiarity with financial software and internal systems is essential for processing
transactions, managing accounts, and ensuring regulatory compliance. Strong typing skills and the
ability to navigate databases further enhance their efficiency and accuracy in a fast-paced, data-driven
environment. The following are some of the most important skills these professionals must have;

Skills Skillsets/Systems

This section must involve knowledge on how to operate computer
system, typing skills and operation of Microsoft Office Suite.

Basic Computer Skills

Data Entry and Management Skills, Database Skills, Document

Technical Skills Management Skills, and Email Management Skills.

Spreadsheet Software, Accounting Software, and Financial

Software Knowledge Softwares.

Enterprise Resource Planning (ERP) Systems, Customer
Systems Knowledge Relationship Management (CRM) Software, and Company’s
Internal Systems if any.

Analytical And Reporting Tools | Financial Analysis Tools, and Report Generation Tools.

General IT Tools Operating Tools, Basic Networking, and Internet Research.

Communication and

. Video Conferencing, and Collaboration Platforms.
collaboration Tools

Security and Compliance

Data Security systems, and Cybersecurity Practices.
Systems Yoy ¥ ¥

Table. 2.2.1: Computer Skills
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—2.2.2 Data Recovery

The importance of data recovery lies in creating a backup of data and documents at the prescribed
time interval. It involves a set of rules to find, retrieve, and make copies of information from files, as
required. Data recovery is a critical skill for a backoffice associate in financial services, as they handle
sensitive financial data that must be protected and recovered in case of accidental deletion, corruption,
or hardware failure. Here are the steps involved in data recovery:

e Understanding the Problem: Determine what data needs to be recovered and the reason for its
loss or corruption (e.g., accidental deletion, hardware failure, software malfunction).

e Evaluating Backup Availability: Check if there are recent backups of the data available. Backups are
crucial for data recovery and should be maintained regularly.

e Assessing Data Criticality: Determine the importance and urgency of recovering the data. Some
data may be more critical than others and require immediate attention.

e Software Tools Implementation: Depending on the type of data loss, utilize data recovery software
such as Recuva, EaseUS Data Recovery Wizard, Stellar Data Recovery, etc.

o Install the software on a separate drive or partition to avoid overwriting the lost data.
o Follow the software's instructions to scan for and recover the lost files.
o Ensure recovered files are saved to a different location to prevent overwriting.

e Involving IT Professionals: If the data loss is complex or involves networked systems, consult IT
support or a data recovery specialist.

e Following Company Protocols: Adhere to company policies and protocols regarding data recovery
and security.

e Keeping Records: Maintain documentation of the recovery process, including steps taken, tools
used, and outcomes.

e Learning from the Incident: Evaluate what caused the data loss and implement preventive measures
to avoid similar incidents in the future.

e Verifying Integrity: After recovery, verify the integrity and usability of the recovered data.

e Cross-Checking with Backups: Compare recovered data with existing backups to ensure
completeness and accuracy.

e Securing Access: Once data is recovered, ensure it is securely stored and access is restricted to
authorized personnel.

e Encrypting Sensitive Data: If recovered data contains sensitive information, encrypt it to prevent
unauthorized access.

e Implementing Backup Procedures: Regularly back up critical data to minimize the impact of future
data loss incidents.

e Educating Staff: Train staff on data protection best practices and procedures for handling sensitive
information.
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Issue Identification

Accessing the situation

Data Recovery Tools Usage

IT support

Recovery documentation

Testing Recovery Data

Ensuring Data Security

Data Loss Prevention

Fig. 2.2.1: Data Recovery Edifices

—2.2.3 Log Management

A Log Management System acts like a central hub for all the logs (records of events and activities)
generated by devices, applications, and systems within an organization. It collects, stores, analyzes, and
filters these logs, allowing IT professionals to troubleshoot issues, monitor system performance, ensure
security, and gain valuable insights into how their systems are functioning.

A backoffice associate in financial services must ensure proper methods to maintain and update
records, logs of activities and completed work, filing, inventory, mailing, and database systems, either
manually or using a computer, as applicable. In India, the following are the practices that comprise the
log management system;

Log Activity Management Practices

e Purpose: Use electronic logging systems to record all updates,

Electronic Loggi modifications, and transactions related to financial records.
ectronic Loggin
geing e Benefits: Provides a digital trail of actions, making it easier to

trace changes and maintain an audit trail.
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Log Activity Management Practices

e Examples: Utilize software like Microsoft Excel with track
changes, database management systems (DBMS) with
transaction logs, or dedicated financial software with built-in
audit capabilities.

e Purpose: Timestamp each entry or modification to indicate
when the action occurred.

e Benefits: Ensures chronological order and helps in detecting
Timestamping unauthorized changes or discrepancies.

¢ Implementation: Configure systems to automatically timestamp
entries or utilize software that provides timestamping
functionality.

e Purpose: Maintain different versions of documents or records
to track changes over time.

e Benefits: Allows reverting to previous versions if needed and

Version Control . . .
facilitates tracking of updates and corrections.

e Implementation: Use version control systems like Git (for
documents) or versioning features in database systems.

e Purpose: Restrict access to records and logs based on roles and
responsibilities.

Access Controls and | e Benefits: Prevent unauthorized modifications and ensure only
Permissions authorized personnel can make changes.

e Implementation: Implement role-based access controls (RBAC)
and regularly review access permissions.

e Purpose: Conduct periodic audits and reviews of logs and
records to verify accuracy, completeness, and compliance.

e Benefits: Identifies discrepancies or irregularities early and

Regular Audits and Reviews .
ensures adherence to regulatory requirements.

¢ Implementation: Schedule regular audits by internal or external
auditors and follow up on audit findings promptly.

e Purpose: Adhere to regulatory standards and guidelines related
to record-keeping and data management in financial services.

e Benefits: Mitigates legal and regulatory risks associated with

Compliance with Regulatory improper record-keeping

Standards
¢ Implementation: Stay updated with relevant regulations (e.g.,

SEBI, RBI guidelines in India) and ensure systems and practices
comply with these standards.

e Purpose: Train staff on proper logging practices, data integrity,
and the importance of accurate record-keeping.

e Benefits: Enhances awareness of compliance requirements and

Training and Awareness . o
reduces errors due to inadequate training.

e Implementation: Conduct regular training sessions for staff and
incorporate logging best practices into operational procedures.

Table. 2.2.2: Backoffice Log Management Practices
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—2.2.4 Software Check-Up

Backoffice associates in financial services in India should be proficient in software check-up procedures
to ensure smooth operational continuity and data security. By conducting routine software inspections,
associates can identify and resolve potential issues such as software bugs, performance bottlenecks, or
security vulnerabilities promptly. This proactive approach helps minimize downtime, prevent data
breaches, maintain compliance with regulatory standards like those set by SEBI and RBI, and uphold the
trust of clients by ensuring reliable and secure financial services operations as follows;

e |dentify Potential Issues: Recognize
warning signs like checking the
system and the software for proper
functioning, reporting to  the
development team about issues faced
with the system error messages, or
unusual system behavior, which could
indicate software problems requiring
IT attention.

Inventory documentation

Software Updates Review

Performance Evaluation

Security Assessment

Licesnse Compliance

e Prevent Disruptions: Early detection
of software issues can prevent
disruptions to their work, minimizing
delays and ensuring smooth processing
of financial transactions and account
management.

User Feedback and Support

Documentation and Reporting

)
)
)
)
Backup and Recovery Testing }
)
)
)
)

Complaince and Governance

Continuous Improvement

e Data Security Awareness: Being
aware of basic software checkups
(e.g., antivirus scans) can contribute to
data security by identifying potential
malware or vulnerabilities before they compromise sensitive customer information.

Fig. 2.2.2: Software Check-Ups

— 2.2.5 Reporting

The stage of reporting for a backoffice associate in financial services involves compiling data from
records to prepare periodic reports. When reporting issues faced with the system to the development
team, clarity and detail are essential. Start by providing a concise summary of the problem, including
its impact on operations and any specific error messages or symptoms observed. Detail the steps
taken to reproduce the issue, including any relevant screenshots or logs that can help in understanding
the context. If known, suggest potential causes or hypotheses based on initial troubleshooting.
Communicate the urgency and criticality of the issue, emphasizing its impact on daily tasks or client
services. Finally, request prompt attention and provide contact information for further clarification or
assistance, ensuring the development team has all necessary information to investigate and resolve the
issue effectively. It involves the following stages;

Reporting stages for a backoffice associate in financial services in India, in accordance with RBI (Reserve
Bank of India) guidelines, typically involve the following structured approach:

Identification and Initial Assessment:

e Recognize and identify the incident or issue that requires reporting, such as operational disruptions,
data breaches, fraud, or regulatory violations.

e Assessthe nature, scope, and potential impact of the incident to determine its severity and urgency.
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Internal Reporting:

Immediately notify relevant internal stakeholders, such as supervisors, compliance officers, or
designated personnel responsible for incident management.

Provide a comprehensive report detailing the incident's specifics, including date and time of
occurrence, parties involved, affected systems or processes, and initial assessment of impact.

Documentation and Investigation:

Document all relevant details related to the incident in a structured format as required by internal
policies and regulatory guidelines.

Initiate an investigation to determine the root cause of the incident, gather evidence, and assess
the extent of any potential harm or risk to clients, financial operations, or regulatory compliance.

External Reporting (if applicable):

Depending on the nature and severity of the incident, report to external entities as per RBI
guidelines, such as:

Reporting to RBI's designated reporting mechanisms or portals for incidents affecting financial
stability, systemic risks, or regulatory compliance.

Communicating with customers or clients affected by the incident, ensuring transparency and
providing necessary support or compensation as per regulatory requirements.

Resolution and Follow-Up:

Take immediate steps to mitigate the impact of the incident, including implementing corrective
measures to prevent recurrence.

Continuously monitor the situation and provide updates to stakeholders as the investigation
progresses and resolutions are implemented.

Conduct a post-incident review to identify lessons learned, improve incident response protocols,
and strengthen preventive measures against future incidents.

Compliance and Documentation:

Ensure all reporting activities comply with RBI regulations, including timelines and formats specified
for incident reporting.

Maintain comprehensive documentation of the incident, investigation findings, actions taken, and
outcomes for internal records and regulatory audits.

Transparency Compliance Resolution

Fig. 2.2.3: Reporting Domains
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— Summary E

Departmental Co-ordination Practices: Covers rules and data management aspects, emphasizing
collaboration and adherence to policies.

Data Management: Involves steps for data handling, security, compliance, and reporting, ensuring
smooth information flow.

Document Dispensation: Focuses on organizing, retaining, and securely sharing documents,
adhering to regulatory guidelines.

Team Reporting: Techniques for effective team communication through regular updates, clear
reporting, and collaboration.

Staff Support: Supports sales staff by managing customer accounts, handling transactions, and
providing accurate information.

Organizational Escalation Matrix: A structured approach to resolving issues in Indian financial
services through tiered escalation, starting from Backoffice associates to senior management for
complex issues.

Coordination Skills and Duties: Essential skills for Backoffice associates include computer proficiency,
data management, and collaboration using tools like Microsoft Office and CRM software.

Data Recovery: Crucial for retrieving lost or corrupted data using backups and recovery software,
following protocols to ensure data integrity and security.

Log Management: Involves centralizing and managing logs for troubleshooting, performance
monitoring, and compliance with regulatory standards in financial services.

Software Check-Up: Regular inspection of software systems to identify and resolve issues promptly,
ensuring operational continuity and data security in financial services.

Reporting: Structured approach to reporting incidents in financial services, ensuring clarity, urgency,
and compliance with regulatory guidelines like RBI standards.
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)

— Exercise

Multiple Choice Questions

1. Which policy ensures adherence to financial regulations such as Anti-Money Laundering (AML) and
Know Your Customer (KYC) norms?

a. Compliance Policy b. Data Security Policy

¢. Human Resources Policy d. Work Ethics Policy

2. Which step is essential in the document organization and retention process?
a. Secure data transmission b. Regular data cleansing

c. Centralized system maintenance d. Encrypted communication channels

3. Whatiis a key role of a back-office associate in team reporting?
a. Generating monthly financial reports b. Conducting compliance audits

¢. Managing customer accounts d. Handling transaction processing

4. Which software tools are commonly used for data recovery in financial services?
a. Adobe Photoshop b. Microsoft Excel

c. Recuva, EaseUS Data Recovery Wizard d. Zoom

5. When should incidents in financial services be reported externally, according to RBI guidelines?
a. Always

b. Only if there is a significant financial loss
c. Only if there is a data breach

d. Only for systemic risks or regulatory compliance issues

Descriptive Questions
1. Describe the importance of adherence to compliance policies in financial services, focusing on the
role of a back-office associate.

2. Explain the importance of data security protocols and compliance adherence in financial services,
with specific reference to the role of a back-office associate.

3. Explain the steps involved in the data recovery process for a Backoffice associate in Indian financial
services.

Explain the role of an organizational escalation matrix in Indian financial services.
5. Discuss the steps of software check-up and reporting for a Backoffice associate financial services.




Participant Handbook

— Notes

Scan the QR codes or click on the link to watch the related videos

https://www.youtube.com/watch?v=ISSb39KIgol https://www.youtube.com/watch?v=uzwiY59-pGk

Data Management Computer Skills Course: Parts of a Computer

https://www.youtube.com/watch?v=f410YRmYyzU https://www.youtube.com/watch?v=BCuQ5gwbcVA

What is data recovery, how it works, how to recover  Log Management - Information Security Knowledge
lost or deleted data? Bites



https://www.youtube.com/watch?v=lSSb39KlgoI
https://www.youtube.com/watch?v=uzwiY59-pGk 
https://www.youtube.com/watch?v=f41OYRmYyzU
https://www.youtube.com/watch?v=BCuQ5gwbcVA 

\ 3. Employability Skills
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Employability Skills is available at the following location

https://www.skillindiadigital.gov.in/content/list

Employability Skills
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Module No.

Module

1: Intro-
duction
to BFSI &
Handle
Documen-
tation and
Customer
Records

Unit No.

Topic Name

Link for QR Code (s)

QR code (s)

1.1.1
Overview of 40 https://www.youtube.com/
the Skill India watch?v=04AMaTsXFJU&
Mission Skill
Development
. India _ Skill India
Unit 1.1: Mission
Overview of
The Skill In-
dia Mission
1.1.2 Initiatives
under the Skill | 40 ““JJZ;’!&“JZ”N‘E‘?&?SB‘;‘.Z‘X“’
India Mission Important
Government
Schemes PDFs
| RBI, NABARD,
SEBI Preparation
1.2.1 Banking https://www.youtube.com/
Sector Land- 40 watch?v=QtQic_fegOs
Unit 1.2: scape in India
Introduction Banking System
to the Bank- - Simplified
ing Sector
and Role of
Sales Associ-
ate — Direct 1.2.3 Emerging
Channel trends in the 40 https://www.youtube.com/

banking and
finance sector

watch?v=vzOUUVDt2ps

Understanding
Virtual Reality
and Augmented
Reality



https://www.youtube.com/watch?v=04AMaTsXFJU& 
https://www.youtube.com/watch?v=04AMaTsXFJU& 
https://www.youtube.com/watch?v=NDQxiSy3-SA
https://www.youtube.com/watch?v=NDQxiSy3-SA
https://www.youtube.com/watch?v=QtQic_fegOs
https://www.youtube.com/watch?v=QtQic_fegOs
https://www.youtube.com/watch?v=vz0UUVDt2ps
https://www.youtube.com/watch?v=vz0UUVDt2ps
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Module No.

Module 2:
Coordinate
with Other
Depart-
ments

Unit No.

Topic Name

Link for QR Code (s)

QR code (s)

Unit 2.1: De-
artmental
P . 2.1.2 Data https://www.youtube.com/
Co-ordina- 62
. Management watch?v=ISSb39KIgol
tion Prac-
tices Data
2.2.1 Com- 62 https://www.youtube.com/
puter Skills watch?v=uzwiY59-pGk
Computer Skills
Course: Parts of
a Computer
Unit 2.2:
Coordination 2.2.2 Data 62 https://www.youtube.com/
. Recovery watch?v=f410YRmYyzU
Skills And What is data
Duties recovery, how it
works, how to
recover lost or
deleted data?
2.2.3 Log Man- 62 https://www.youtube.com/
agement watch?v=BCuQ5gwbcVA

Log Management
- Information
Security
Knowledge Bites



https://www.youtube.com/watch?v=lSSb39KlgoI
https://www.youtube.com/watch?v=lSSb39KlgoI
https://www.youtube.com/watch?v=uzwiY59-pGk 
https://www.youtube.com/watch?v=uzwiY59-pGk 
https://www.youtube.com/watch?v=f41OYRmYyzU
https://www.youtube.com/watch?v=f41OYRmYyzU
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