Service & Lending Consultant – Branch/Call Centre


Description

Team Objective
Member Services provides high value products and quality services directly to our customers. They are committed to providing new and existing customers with great experience by providing tailored and personalised service that focusses on delivering value based interactions. They assume responsibility for initiating and converting sales opportunities to achieve goals and continued growth.

Position Primary Objective(s)
Reporting to the Branch & Member Direct Team Leader, the Service & Lending Consultant is responsible for achieving personal sales, service and member advocacy goals and contributing to the achievement of the Branch and Member Services business plan goals and financial objectives.

The Service & Lending Consultant proactively promotes Credit Union products and services to new and existing customers.

The Service & Lending Consultant works collaboratively with their team and other key stakeholders to actively support the achievement of team goals, project outcomes and organisational objectives. 

Major Accountabilities
Maintain superior service standards and capabilities when dealing with internal and external stakeholders to:
· Ensure Credit Union service standards and values are maintained
· Contribute to member growth

· Increase customer advocacy
Proactively identify sales opportunities, refer business and cross promote Credit Union products and services to new and existing customers:
· To increase product to customer ratio and deepen customer relationships

· To increase credit union gross profit

· To increase customer retention and advocacy
· To achieve continued growth and success through new customer relationships.

· To achieve individual, branch and network targets

Demonstrate and maintain a strong understanding of Credit Union products and services including third party services in order to:                           

· Increase customer to product ratio

· Provide professional and efficient service

· Assist our customers adapt to technical advancements in the financial services space.
Promote implemented sales and service campaigns to customers and the community.  Why is this done?           

· To grow our customer base
· To increase customer retention and advocacy
· To increase brand awareness within your immediate community

· To increase customer value

Maintain efficiency and accuracy in processing customer transactions, data entry and activities relating to customer financial accounts. Why is this done?

· To maintain accurate customer accounts and statements

· To demonstrate operational excellence and efficiency

Actively invest and participate in learning opportunities to increase capability and depth of understanding of products, services and systems to increase knowledge in order to complete transactions and close the sale.

To deliver an exceptional customer experience and support personal development

Risk and Compliance Management
Ensure compliance with Credit Union policies, governance processes and standards as well as all regulatory and legal requirements.

Fulfil all requirements under the Compliance Training and Policy Schedule.

Ensure compliance with Credit Union Work Health and Safety (WHS) instructions, procedures and policies.

 

Skills and Experience

Qualifications, Knowledge, Skills and Experience
Minimum of 12 months sales and service experience

Cert 3 or 4 in Financial Services, Banking Services or equivalent (FSRA Tier 2 is required)

Experience in achieving sales and service results

Comprehensive knowledge of Credit Union financial products and services including Personal Lending

Ability to work effectively and efficiently within a team environment

Demonstrates a commitment to ongoing learning and development for self and others

Demonstrated ability to network internally and externally allowing mutual relationships to be developed

Demonstrated ability to competently operate computer based programs including Microsoft Excel, Word and Outlook.

Understanding of associated legislation (FSRA, privacy act, credit reporting principles etc.).
