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Getting to know your customers IAIR{REIZE A

Dialogue One

Identifying a customer

(M: manager C: customer )

M:

20X Q

Mr. Wang, you just mentioned that you go on business very often?

Yes, Igo to Shanghai and Guangzhou almost every month.

: Who pays the telephone bill or repays the loan for you when you are not at home?

It really causes a lot of trouble. I usually have no time to take care of it.

: It happens that recently we just launched a service for clients who have no time to

handle their assets like you. It provides flexible and convenient payment for routine
bills such as paying mobile phone fee, local telephone fee, etc; and conducts large
account transfer such as automatically transferring money from your account to repay

your loan. It will save you a lot of time.
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C: Really? Can you tell me more about it?

M: Certainly. You need to apply for them and sign an agreement for those specific
functions. After the registration procedure, you may initiate the account transfer
function and agency payment service. Besides you can also apply for telephone

banking or on-line banking to manage your accounts no matter where you are.

g

: Great! Is it troublesome to go thorough the application procedures?

M: No trouble at all. Just fill in an application form. Everything is settled.
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Dialogue Two
Giving an advice to a customer

M: Mr. Wang, did you just withdraw it from China Merchant Bank?
C: Yes, you are quite right.
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M:
C:
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It s not convenient to carry so much cash. Besides it s not safe.
I have no choice. My friend asked me to lend him some money and have to deposit it in

your bank.

: Why not try intra-city remittance service which can offer direct account transfer. It” s

safe and convenient.

Really? Inever heard about it before.

: Do you need such service often?

Occasionally.

: Your friend must be repaying his loan from our bank. Our bank has a lot of advantages.

Many people choose our bank for their banking services.
Yes, Iheard about that. N

: Yes, itis much convenient especially when you need money transfer with your friends

who have accounts in ICBC.

: You said it.
M:

You have lent your friend so much money. Will he repay soon?
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: No problem. We are good friends. He’ 1l pay it back in three days.

: 1 suggest you deposit the money in our bank in case you need some money transfer
with others. We can offer you the best wealth management service. As a VIP client,
you can enjoy a lot of benefits.

: Let me think it over.

: Here is my card. You can dial this number to contact me. How can I get in touch with
you?

: This is my business card.

: Thank you. You work for ABC Company. This is a well-known company. As a senior
manager, you must be very busy.

: Yes, that is why I need someone to take care of my financial affairs.
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Dialogue Three
Identifying the needs of a customer

M: How doyoudo, Mr. Wang? Is there anything I can do for you?
“C: You see interest is so low. Can you suggest any financial product with a higher return?
M: How much do you plan to invest? And for how long?
C: 1 plan to invest RMB50 000 yuan or RMB60 000 yuan for 5 to 10 year. I’ m not quite
familiar with your products. Can you make some suggestions?
M: Do you have any special purpose?
C: Just prepare for my child’ s further education.
M: How old is your child?
C: Fifteen years old. I need make some preparations for his studies abroad.
M: You are so considerate.
C: Thank you.
M: Itis really a heavy burden for children to study abroad. As I know, it costs about 20 000
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yuan to study in a public university each year. And to study in a private university costs
much more. We must also consider 5% or 7% inflation rate of all expenses. Now we
have a fund with fixed income rate of 2.2%. I suggest you invest 20 000 yuan on funds
with low risk and low return and invest another 40 000 yuan on funds with high risk
and high return. By the way may I know your living expenses?

Almost 5 000 yuan a month.

: That’ s a great deal. Besides may I know your monthly income? Don’ t worry.

We appreciate the trust that clients place in us and we recognize the importance of
protecting the confidentiality of personal information that we have in our possession.
We mustn’ t disclose any personal information about our customers to anyone,

except as permitted by law.

: Almost 15 000 yuan.
: That is to say you have almost 10 000 yuan to spare. I suggest you place 5 000 yuan into

your current account for emergency needs. Another 2 000 yuan can be used to buy
the fund with a rate of return of 2.2% and the rest on the fund with high risk and high



return.
C: Sounds good. Thank you for your information.
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Dialogue One
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Introducing a fund

: Hello, Miss Lin, I’ ve 100 000 yuan. I’ m thinking to invest part of money into

investment tools other than stocks. Do you have any suggestions?

: That’ s fine. Have you ever heard about open-ended funds?

No, Ihave no knowledge about it. Can you explain something to me?

: Sure, sir. The funds are investments pooled together by many investors. They can

provide the individuals with a chance of diversifying their portfolio to lower the risk.

Besides, these funds will be managed by professional fund managers.

: Isee. But how is your bank’ s service related to these funds?

: Well, our investment financing service will help you choose these funds among a

range of possibilities and evaluate them in terms of performance and risk.



