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Title:                                  
Collections Advisor - Platinum
Department:
Collections & Recoveries
Responsible to:
Team Manager 
Job purpose:  
Communicate with customers with outstanding payments, to obtain payment from these customers, or help negotiate suitable payment terms for both parties

DIMENSIONS OF ROLE
Receive inbound and make outbound calls to negotiate repayment of arrears, updating customers account records.

Reply to correspondence and third party enquires as appropriate.
KEY RESPONSIBILITIES
· Ability to meet and exceed targets, contribute fully to team performance
· Manage, organise and update relevant data using various computer systems.

· Communicate confidently, assertively and display empathy and understanding of customers situations.

· To actively identify underlying reasons for non-payment by probing customer financial situation to establish facts and working within guidelines gain commitment from customer make payments

· Communicate by letter and telephone with customers and other 3rd parties in response to complaints or queries received.

· Lead by example

· Establish and maintain effective working relationships with co-workers, Team Leaders.
· Maintain expected KPI’s within the Platinum banding.
COMPANY INITIATIVES

· Take responsibility for the Health & Safety of yourself and others whilst at work

· Actively pursue Personal Development to improve performance in current job and for career development

· Participate in training as and when required

· Carry out any other reasonable duties as requested by management

· Comply with Data Protection Legislation with regard to disclosure of information

· Comply with all requirements from Regulatory bodies e.g. FSA, FOS
EMPLOYEE SPECIFICATION
	Attributes
	Essential
	Desirable

	1. Physical Attributes
	Well spoken & articulate

Presentable

Punctual

Clear Speaking


	

	2. Experience /

Attainments
	Good understanding of collections system process and strategies

Experience in working with customers who are in Recoveries

	Sales/ Negotiation Experience

	3. Intelligence
	PC literate

Problem solving

Attention to detail

Excellent decision making skills

Ability to follow a process


	

	4. Special Attributes
	Ability to make an informed decision based on information available

Assertive

Ability to empathise and build a rapport with customers 


	

	5. Disposition
	Able to prioritise and organise

Good communicator

Flexible approach to tasks

Good team player

Self motivated


	

	6. Circumstances
	Able to work flexible hours
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