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Arrears Recoveries - Officer
	



Job Code: RM00036
Role Purpose
The role holder supports the delivery of home ownership products by ensuring the smooth and compliant administration of the arrears contact processes whilst maintaining high standards of service and compliance. 
The role consistently demonstrates and embeds the values and behaviours in daily work, contributing to a positive and inclusive culture.
Responsibilities
· Support the administration of equity mortgage arrears contact processes, ensuring correct procedures are followed.
· Create customer communications in line with agreed strategy ensuring attention to detail. 
· Address queries from customers, providing standardised responses to ensure consistency.
· Identify and escalate issues that may compromise the effective delivery of programmes to managers promptly.
· Develop and maintain strong working relationships with internal and external stakeholders to support the programme's success.
· Ensure compliance with relevant legislation, policies, and best practices in all interactions and processes.
· Contribute to continuous process improvement by identifying inefficiencies and proposing changes to enhance performance and outcomes.
· Communicate effectively with stakeholders at all levels, presenting information clearly and concisely.
· Ensure flexibility in undertaking duties and responsibilities appropriate to the role’s character and level of responsibility.
Additional information
Qualifications, knowledge and experience
· Experience working within an operational delivery is essential, ideally in a regulated Financial Services environment.
· Experience working within an operational delivery is essential, ideally in a regulated Financial Services environment.
· Strong understanding of customer service principles and delivering fair outcomes.
· Intermediate knowledge of Microsoft Office, including Outlook, Word, PowerPoint & Excel.
Job Function / Family
Arrears Recoveries Team : We help people to understand and navigate our core services, ensuring they receive the right outcome at the right time. We build and maintain positive customer relationships, interacting with them to provide answers to real time queries as well as proactively creating longer term solutions geared toward enhancing the customer experience. 
Role Classification
Job Level 
Level 13 
Values and behaviour framework 
All colleagues 
Core behaviours that everyone within the organisation should aspire to achieve. 
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