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Job Title: T&C Senior Technical Support


	ROLE AND CONTEXT
	NEED TO DO
	NEED TO KNOW
	NEED TO BE

	
PURPOSE

To ensure the appropriate application of Openwork Policy & Procedures, provision of technical expertise and support to our Partners, Advisers, and other business areas. 

Maintain and report on T&C related activities and licensing data.

Co-ordination of the Openwork Financial Monitoring programme.


KEY ACCOUNTABILITIES
 
Maintain accurate and up to date Audit trail of T&C records, licensing, and competencies.

Production of regular and ad hoc reports/MI for T&C.

Work alongside Manager to complete an annual stand back review including a proposal report in relation to the validity of the KPIs.

Monitoring, recording, and communicating results from T&C related projects/activities.
Key involvement in all T&C related projects.  

Liaise with the stakeholders & Technology to agree work to be completed.

Annual and ongoing scheduling of Cyclical and Risk Financial Reviews, ensuring all assessments of Partners, Shareholders and Advisers are completed in line with the Financial Monitoring Programme and Openwork Risk Definitions.

Completion of an assessment of financial soundness to FCA and Openwork Standards, ensuring not under undue financial pressure.

High quality records and documentation clearly and concisely supporting decisions.
 
Timely completion of reviews with weekly progresses in line with the ‘Follow up’ approach and concluded within SLAs.

Approval of Risk Assessments, making decisions on challenging cases within agreed Standards.

Recommendations to the Financial Monitoring Risk Group; Secretary to the Risk Group.

Timely completion and review of Financial Monitoring Questionnaires (FMQ), reconciliation and bi-monthly credit reports.

To maintain accurate Control Documents, including Risk review listing. 

To provide training on the process to new joiners or existing staff as and when required.

Management of Financial QC, reporting results and identifying reoccurring trends or issues and escalating with recommendations.

Ability to identify and make judgements on areas that need improving around configuration within Insight.

Identification and communication of issues in T&C, FMQ and licensing

Liaise with SQRMs, QRMs and Practice Supervisors on all aspects of T&C, including supporting systems and processes.

Responsibility for ensuring our T&C framework and documents is up to date and any changes are effectively communicated to supervisors.

Ensure all data is handled and stored securely in accordance with GDPR.

Engaging with the CII as an accredited body to enable data sharing and progress to centrally record advisers CPD (Liaising with Legal and MLRO).

Delivery against any regulatory requirements e.g. RMAR report.
	
KEY PERFORMANCE INDICATORS

Delivery of all reporting on time and to the required quality and standards

QC Results across the team
Ensuring Service Level Agreements are achieved

Ensure Processes and Procedures are documented and maintained.

KPI effectiveness.

Identifying opportunities for improved use of systems and functionality.
 
Key Customer, internal and adviser feedback.

Efficiency improvements identified, implemented, and sustained.


RELATIONSHIPS

Build and maintain effective working relationships, acting in an open and co-operative manner, providing relevant and accurate information, and attending meetings when necessary. Be prepared to represent Openwork externally as and when required.

· Senior Quality and Risk Managers
· Quality and Risk Managers
· Financial Risk Group
· AIT/AQT
· Partners / Advisers and their Personnel
· Compliance
· CRG
· FCA
· Legal
· Central Records
· Practice Supervisors
· Financial Advisers
· Star Compliance
· Transfers and Terminations
· HR
· Finance
· Proposition
· Operational Managers


DECISION MAKING

To independently be able to make decisions ensuring regulatory and Openwork Standards and procedures are adhered to.

Feel empowered within role to make crucial decisions within remit.

Limited discretion applied to resolve non-standard issues.
 
Presenting solutions in a clear and concise way and taking into consideration wider impacts.

Process improvement within controls framework.
 
Allow opinions to be explored and heard.
	
QUALIFICATIONS / EXPERIENCE

Demonstrable focus on customer service and 
Process improvements.

Experience of the Financial services industry.

Excellent problem solving and decision-making skills.

Ability to build and maintain strong working relationships.

Ability to organise own and others’ workloads.

Strong written and verbal communication skills.

Experience of working with MI including root cause analysis and trends.

Experience of operating in a busy and demanding role.

Experience of dealing with targets, SLAs, and complaints handling.

Ability to handle potentially sensitive and confidential information.

Excellent working knowledge of internal systems beneficial and Microsoft office package; Word, Excel, PowerPoint, and Outlook as a minimum 

KNOWLEDGE

An understanding of the credit search and Companies House processes and systems.

Good knowledge of Openwork T&C Scheme

Good working knowledge of the Openwork Sales Process.

Good knowledge of products and related licences.

Contract, Financial / TCF Manual.

Technical knowledge used to resolve issues and find solutions for customers.



SKILLS AND COMPETENCIES

Excellent written and verbal communication.

Attention to detail.

Ability to work under pressure.

Ability to consistently work to high standards, managing workflow with minimal supervision.

The ability to influence. 

Ability to manage conflicting priorities /adapt. 


Good organisation and the ability to manage a range of tasks with conflicting priorities. 


	
OUR BEHAVIOURS

IT’S PERSONAL: We treat everyone with empathy and as an individual.

IN PARTNERSHIP: We always remember we are in this together.

WE DO IT RIGHT: We’re here to build trust and deliver peace of mind.

WE BELIEVE: Everyone can make a difference.

INTEGRITY

Working at all times lawfully and in accordance with pre-defined regulatory, compliance and financial requirements e.g. Data Protection, Financial Crime, Code of Conduct, Health and Safety and Financial Conduct Authority Standards.

Working at all times in accordance with procedures, group / company policy and processes.





The Openwork Partnership is a trading style of Openwork Limited, which is authorised and regulated by the Financial Conduct Authority. 
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