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Position:

Head, Customer Service
Job Number:

QARRETDIS024
Entity: 


Distribution – Retail Banking 

Direct Supervisor:
Branch Manager
Approved By: _______________________________________ Dated: ________________
Job Purpose Summary:

The incumbent is mainly responsible for leading a team of customer service representatives in providing efficient, friendly and quality service to customers; answering queries, providing information and guiding customers through various banking procedures; marketing the Group’s products and services and encouraging customers to increase their business with the Group.

Essential Duties & Responsibilities by Dimensions:

A. Shareholder & Financial:

· Proactively market the Group’s products to increase sales volume and profitability, and to achieve or exceed set targets and goals.

· Suggest Key Performance Indicators (KPIs) for branch customer service performance monitoring and quality measurement purposes.

B. Customer (Internal & External):

· Enhance the Group’s image through pro-active customer-driven servicing of their needs in support of the goal of exceeding customer expectations.
· Monitors service quality indicators and takes corrective measures to ensure highest level of customer satisfaction and ensures all problems/complaints/queries are handled quickly, efficiently and tactfully.
· Resolves escalated customer complaints and ensures timely resolution of the same

· Aims to increase bank’s market share by ensuring high level of service and meeting the turnaround time for various processes as laid down.
· Provide timely and accurate information to the external and internal auditors and the Compliance function as and when required.
· Drives sales of new products ensures proper documentation of applications and tracks sales targets to achieve growth.
· Provides cross-sell leads to sales teams and ensure timely follow-up to ensure conversion.
· Build and maintain strong and effective relationship with the all other related units to achieve the Group’s goals/objectives.

C. Internal (Processes, Products, Regulatory):
· Act as the first point of contact for customers, especially for new customers, answer their queries and provide information about various products and services offered by the Group.

· Maintain customer services area files, database, records, registers and logs under control.

· Provide authorizations and downloads as necessary to ensure smooth running of the daily work.

· Coordinate with Tellers on an “as is needed” basis to ensure smooth operations, and timely and friendly service delivery.

· Lead and direct the daily activities for Customer Service unit including, but not limited to;

· checking customers’ applications for different types of products and services, 
- 
checking loan applications and loan agreements before submitting the same for    approvals,
- 
authorizing customers’ signatures,
- 
authorizing the daily work of the customer services staff,
- 
following up dormant accounts especially debit accounts,
- 
preparing management reports such as monthly opened/closed accounts.
· Ensures implementation of all audit recommendations and minimizes occurrence of any    deviations during audit checks

D. Learning & Knowledge:
· Identify related areas for professional development of self and others.

· Take decisive action to ensure speedy resolution of unresolved staff grievances or conflicts within the team.
· Ensures CSO's in the branch are trained with all the process related to customer service within specified TAT
Possess a superior knowledge of branch customer service management and provide training to the customer service team as and when needed. 
· Provide training to the customer services team as and when needed and solve difficulties beyond their expertise.

E. Other:

· Ensure high standards of data protection and confidentiality to safeguard commercially sensitive information.

Education/Experience Requirements:

· University degree with a minimum of 3 years experience related to branch customer service in a major banking institution out of which 2 years should be in a similar role.

· Well-informed of branch customer service practices and regulations; with at least 2 years experience in local environment.

Required Special Skills:

· Highly customer-oriented.

· Outstanding interpersonal skills.

· Excellent oral and written communication skills in English and Arabic.
· Familiar with the balanced scorecard approach.
· Analytical and problem solving skills coupled with decision making ability.
· Working knowledge of banking products and marketing.

· Understands the relevant laws, regulations and practices pertaining to retail banking products.
· Ability to motivate and lead teams from diverse cultural backgrounds.

Operating Environment/ Location:

· The referenced position will be based in Qatar and will involve liaison with the support functions at HO.

Framework and Boundaries:

· Group’s overall strategic plan.
· Budgetary targets.
· Applicable policies and procedures.
· Relevant regulatory pronouncements of the applicable local and international regulators and related best practices pertaining to retail banking.
· Delegated and re-delegated authorities as per the delegation of authorities structure.
· Instructions of the Branch Manager, Zone Manager, Head of Distribution.
Communications and Working Relationships:

· Divisional and departmental heads of Retail Banking, Islamic Retail Banking, Group Infrastructure and all other related departmental heads.
Supervisory Responsibilities:

· Will directly supervise customer service officers and customer care representatives.
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