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Position Description

	Position Title
	Customer Relationship Officer
	Department
	Retail 

	Grade
	4
	Location
	

	Reports to
	Branch Manager

	Direct Reports
	Nil
	
	


Who is Bendigo and Adelaide Bank?

At Bendigo and Adelaide Bank, we believe that our success depends on the commitment, integrity and skill of our staff. We encourage people from a range of different backgrounds with a variety of skills to work with us, because we want our organisation to reflect the diversity of the communities in which we work.

All our staff are measured by how they model our ethics and our values. In return, we aim to help get the work-life balance right for them. Our corporate values provide the framework to guide our interactions with each other, our customers, our community, our people and stakeholders.
Our Corporate Values are Teamwork, Integrity, Performance, Engagement, Leadership and Passion.

What is the role of a Customer Relationship Officer?

The Customer Relationship Officer (CRO) provides a high standard of professional service that explores the customers circumstances and provides solutions relevant to their lifestyle.

As the CRO you will demonstrate a high level of ownership which is based on building strong relationships with customers and the wider community.
In addition the CRO will develop strong working relationships within the branch and throughout the network.
Community involvement and interest is essential.
A Customer Relationship Officer will:
· Identify the customers needs and help them reach their goals by offering banking solutions relevant to their lifestyle
· Build relevance with our customers through optimisation of customer engagement (LINX) related activities
· Develop a strong working relationship with all branch staff 
· Contribute to a rewarding team environment by providing coaching on products and services

· Contribute to successful branch meetings 

· Actively promote the Banks products and services in the market place and have an involvement in the local community

· Identify community development opportunities and follow through with the Branch Manager - including but not limited to sponsorship and community engagement initiatives
· Demonstrate behaviours consistent with the Groups corporate values

· Generate loan approval and deposits ensuring the quality of lending and credit management within delegated authority

· Adhere to Bank’s policies and procedures at all times
· Comply with Uniform Consumer Credit Code and all other regulatory codes of conduct
· Successfully complete all training required to perform the role at required bank standards and to fulfil regulatory obligations

A Customer Relationship Officer must be able to:

· Lead by example, consistently performing to a high standard

· Identify customer needs and provide products and services to meet their lifestyle

· Identify opportunities to build and strengthen customer relationships

· Identify opportunities to partner the community
· Have a high level of product knowledge
· Effectively communicate and willingness to listen to customers needs

· Take ownership for customer satisfaction and loyalty

· Take responsibility for your teams success

· Regularly seek and capitalise on learning opportunities to improve self knowledge

· Demonstrate initiative to achieve objectives and take action to achieve goals beyond minimum requirements

· Effectively problem solve

· Provide a friendly and efficient approach

· Demonstrate experience in a customer service role

· Be experienced in the branch delivery IT systems (BDS, CSS and Laps)

· Demonstrate knowledge of banks policies and procedures

· Have cash handling experience

· Have a sound knowledge of branch operations, policy and procedures

· Be self motivated to fulfil  all duties of their position

A  Customer Relationship Officer will develop:

· Experience in a coaching/mentoring role
· FSRA Accreditation T1 – Deposit Taking & Non Cash Payment Facilities & General Insurance
Special Requirements:

· Weekend work is required on a rotating roster basis
· Travel may be required
Minimum Qualifications (training can be provided as required):
· FSRA Accreditation T2 – Deposit Taking & Non Cash Payment Facilities & General Insurance
· Training as required to comply with banks policy and procedures

· Training as required by regulatory obligations
The following personal checks will be performed:

· Reference checks

· Police checks

· Regulatory checks
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