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Job Title: Modern Apprentice Customer Assist Representative 1

Reports into: Customer Assist Team Manager 18 / 01 / 19
Function: Customer Service Bank

Department: Customer Assist BW1/Q8

Work Level I'm at the forefront of the business — the foundation of how Regulatory Certification: I:l Material Risk Taker D Certified
Descriptor: we deliver for customers and colleagues every day.

I:l Senior Manager Function
@ None of the above

Job Summary: |

To deliver great service to customers in every interaction | have with them, by understanding their demand and following the defined process in place to achieve the right
outcome.

In this job, | am accountable for:
Outline the main duties and responsibilities that are relevant to your role including the risk and control obligations. You need to consider the

Tesco Code of Business Conduct as well as the Conduct Rules; both of which outline the standard of behaviour expected from colleagues.

Providing great service to customers in every interaction | have with them by building a good rapport with customers and aiming to find first time resolution for any query.
Understanding customer demand and resolving these across multiple channels, products, front and back office processes

identifying opportunities to make things better for customers and colleagues by highlighting these through the relevant process

| make it easy for my customers and the Bank by following processes as they are defined and effectively managing risks within these

Being open to coaching opportunities by putting into practice feedback through support provided by my Manager and other relevant parties

Adhering to Tesco Bank risk framework e.g Data Protection, Information Security, Financial Crime Policy and Regulatory requirements

I will use and act within my Delegated Authority when reviewing customer requirements to ensure that | protect the business and our customers.

Demonstrate my focus to add value to the team and to deliver a consistent service to all my customers.

| participate in fundraising activities and | support a healthy and active lifestyle. | actively contribute to my own self development by working towards and completing a
Modern Apprenticeship in Providing Financial Services. | will achieve this with on the job training, coaching and support provided by Tesco Bank and self study in my own
time.

Key people and teams | work with in and outside of Tesco, People, budgets and other resources | am accountable
membership of any committees: for in my job:

Customer Service Teams N/A
Customer Service Managers

Fellow colleagues/functions across all Bank teams | interact with

My Learning Assessor

How we define competence i is job:
Skills and expertise: Experience and knowledge:

English & Maths minimum requirement

Communication & listening skills Standard Grade, - General Level
Proactive and adaptable towards own development Intermediate 1
Take responsibility, use my own initiative and make judgment National 5

GCSE Level 4 or above
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