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Role Profile

Role Title: Account Manager
Reports To: Account Manager Team Leader

Department: Operations: Account Management

Purpose of Role:

To actively manage and assist customers who are experiencing or who are in financial difficulty
in line with FCA regulations whilst adhering to the Consumer Duty.

Effectively commmunicate with customers and third parties to establish the reason for arrears,
obtaining full disclosure of circumstances and then identify appropriate solutions based on
individual customer circumstances.

The role holder will be required to deliver excellent levels of customer service ensuring
Foundation interests and reputation are protected at all times.

Key Accountabilities:

. Proactively manage all assigned mortgage accounts

« Effectively manage inbound and outbound post, e-mails and telephone calls within the
agreed service levels.

. Fully understand customers’ circumstances to identify appropriate solutions, to include a
variety of forbearance options as defined in the company’s polices at that time

. Identify where a customer may be vulnerable and assist the customer appropriately.

. Ensure that the appropriate business policies and procedures are followed and worked
within approved mandate authority level at all times.

« Assist customers with all aspects of their enquiry including but not limited to, producing
redemption statements and updating account information to ensure a smooth customer
journey.

. Ensure compliance with the FCA Mortgage Codes of Business, Data Protection, Anti Money
Laundering Regulations, the Consumer Duty and an approach to Vulnerable Customers.

+ Set up of Arrangements to Pay.

+  Prepare court packs for solicitor instructions including statement production.

« Issue letters as required and carry out daily Eviction checks.

« Provide solicitors, where instructed with all of the necessary documentation to commence
litigation proceedings.
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« Achieve individual/team targets.

. Develop and maintain strong business relationships with other teams and in particular,
working closely with Customer Services, Compliance, Legal & external service providers.

. To treat customers fairly at all times and in line with the Consumer Duty.

. Ensure that all mandatory training is completed in a timely and effective manner

. Proactively manage own personal development.

Essential Skills/Qualifications:

. Proven customer service experience ideally with a Financial Services/Mortgage sector.

. Ability to effectively communicate with customers in challenging situations.

. Ability to work to targets and be used to a pressurised environment.

. Excellent time management skills and to be able to manage and make effective decisions
as and when required.

. Possess strong negotiation, objection handling and problem-solving skills in order to
quickly resolve disputes.

+  Ability to articulate options and solutions in a clear and concise manner.

. An understanding of FCA regulations and the Consumer Duty.

. Successfully pass the required reference and credit checks.

. Confident telephone manner with the ability to effectively communicate with people in
challenging situations.

Desirable Skills/Qualifications:

. Mathematics to a minimum GCSE level
. CeMAP qualified
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