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Position Title:	Lending Operations Specialist 
Reports To:	Manager – Customer Operations __________________________________________________________________________________________
	
OUR VISION To change banking for good
	

	OUR PURPOSE To benefit our customers
	


OUR BELIEFS and behaviours
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__________________________________________________________________________________________

PURPOSE OF THE POSITION
The Lending Operations Specialist role within Customer Banking Operations provides first level support for Customer Banking frontline teams and centralised processing of lending maintenance functions and administration.

Lending Operations Specialists provide problem solving and exception decisioning within delegation; whilst encouraging self-reliance and continuously looking at ways to improve operational processes and increase efficiency.

MAJOR CHALLENGES
· Managing workload and prioritising work queues and queries to meet expected timeframes.
· Working during outages and extraordinary events which can be potentially high impact and ensuring timely resolution. 
· Maintaining sufficient knowledge of all products, processes, systems and criteria/policy for the full range of lending products and processes offered by the bank, as well as current campaigns and implementation of changes within the Bank.
· Negotiating the pricing decisions with stakeholders (within delegation) and knowing when to escalate.
· Using judgement to balance the needs of the customer and the bank (e.g. managing the volume/margin requirements).
· Determining appropriate compensation for customers when errors occur within delegation.
· Getting frontline staff to take responsibility for customer resolution where appropriate. 
ACCOUNTABILITIES
	What you’ll do
	Success will mean

	Centralised lending functions

	Loan administration e.g. lump sum payments, Low Equity Margin removal, Early Repayment Recovery, complicated documents and loan pay-outs.
Reviews reports to support compliance for new and existing loans e.g Pricing, amendments and ERRs.
	· Function completed/support provided in a timely manner using sound judgment and within delegation.
· Accurate and timely completion of reports.  Providing insight into trends.

	Problem solving and error resolution

	Problem solving, making decisions and supporting resolutions relating to lending operational errors, processing issues and more complex problems that require escalation.
	· Decisions within delegated authority and escalates where appropriate.
· Uses discretion and judgement when correcting issues; providing lenders with accurate information.
· Escalates issues and supports a resolution within a timely manner.

	Special Pricing

	Takes ownership for the day to day assessment and quoting of special pricing requests for home loan, personal loans and term deposits. 
Working within ALCO approved pricing discretions and using pricing assessment tools to achieve profitable and sustainable pricing outcomes for the Bank. 
	· Providing accurate and timely responses to pricing requests
· Using discretion and sound judgement when providing special pricing; escalating when appropriate.

	Broker Administration

	Manual commission payments, clawbacks and Registrations for Broker lending.
	· Completing tasks in in timely and compliant manner.


	Customer Operations Support

	At times, the Customer Operations teams works collectively across tasks to help support frontline needs and demand. Where required, you will provide support with: 
· Problem solving, making decisions and supporting resolutions relating to general customer operational errors and use.
· Customer Operations functions e.g AML exceptions, processing of new customer or relationship applications, centralised administration and assurance checks.
· Supporting other Customer Banking teams as needed. 
	· Functions completed/support provided in a timely manner using sound judgment and within delegation.
Accurate and timely completion of reports.  Providing insight into trends.

	Other Accountabilities

	Works collaboratively with other members of the Team.
Complies with Health & Safety requirements, including practicing safe work methods, and helping management eliminate workplace hazards.
	· Team work is well-integrated and team goals are achieved.
· Demonstration of behaviours that define our core beliefs
· H&S good practice and compliance supports a safe workplace.



DECISION MAKING AUTHORITY
a) Decisions able to be made within delegated authorities.
· Customer Delegated Authorities approved by Senior Manager – Customer Banking 
· Pricing delegations approved by ALCO
b) Actions and decisions that are recommended to a higher level of management for approval
· Any recommendations for policy and procedure change to be referred to the Manager – Customer Operations in the first instance.
· Pricing decision outside of delegated Pricing discretions.

EXPERIENCE AND QUALIFICATIONS
· No specific tertiary qualifications are required from this position; tertiary learning in Finance would be an advantage but is not essential. 
· Operational knowledge of lending/banking policy, processes and systems. 

SKILLs AND ATTRIBUTES
· Proven resilience and problem-solving skills with determination to handle tricky situations co-operatively and professionally,
· Great customer service skills in a high demand environment.
· Good time managements and prioritisation.
· Effective communication skills.
· Relationship building skills – experienced, confident, and credible at building strong relationships.
· Good technological skills including the ability to embrace and effectively utilise technology and analyse data.
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We are honest
and open.
We do the
right thing.

We think for
ourselves and make
our own decisions.

We keep
things real.

We are bold
and ambitious.

We take a
long term view.
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