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Quality Assurance Analyst
Cardiff/Solihull

	
Reporting to: Quality Assurance Assistant Manager
Business area: Quality Assurance
Location: Cardiff/Solihull


	
Secure Trust Bank is a well-established UK Bank, having been incorporated in 1954. It has an exemplary reputation for providing banking services including a range of lending solutions and savings products. The Group acquired the V12 Finance Group and the trade and certain assets of Debt Managers Holdings Ltd in January 2013, which is held in its subsidiary Debt Managers (Services) Ltd. The bank operates from its head office in Solihull, West Midlands and currently has approximately 650 employees across the UK.
Our customers are at the heart of everything we do, but we can’t achieve our customer focused strategy without the right people in our team. At Secure Trust Bank, we know that people are our biggest investment, which is why a career with us is not just a job. It’s the chance to be part of something bigger, to add real value to the Bank and help us constantly improve, in order to achieve our ambition of becoming the best bank in Britain. We believe in giving our staff autonomy, with initiative and exceptional performance recognised through a variety of individual and team awards and incentives. All our employees have a tangible impact on the Group’s core values, and we are looking for candidates who are enthusiastic, proactive and enjoy working in a fast paced environment. So join us as we strive to Grow, Sustain and Love the way we work.
In return for their commitment, colleagues will benefit from: 
· An open work environment
· A fantastic employee recognition scheme
· A competitive salary and an award-winning flexible benefits scheme
· Learning and development opportunities
· A friendly, team-orientated culture
· Volunteering days and community engagement


	Job purpose
	This role will actively support the business in creating outstanding customer interactions across all operational areas, achieved through the monitoring of specific procedural tasks to ensure we remain compliant whilst delivering an optimal customer experience   This role will be Consumer products specific and will work with colleagues across the Group sharing best practice.

	Job Description

	Key responsibilities
· Monitor customer interactions across a variety of channels with a focus on best practice, regulation, Consumer Duty and internal processes.
· Identify and highlight if business systems and procedures are not performing to the required standard.
· Where necessary complete systematic and in-depth departmental reviews, ensuring areas of concern are raised with all key stakeholders.
· Monitoring end to end departmental processes to highlight any business or customers risks.
· Provide constructive feedback to management in QA related activities.
· Analyze monthly data to contribute to the collation of the monthly statistical pack.
· Identify and escalate business improvements and manage through to implementation.
· Work with stakeholders ensuring product standards, compliance and soft skills expectations are met and adhered to.
· Contact customers to identify potential Satisfactory Quality concerns.
· Highlight individual training requirements for Team Managers.
· Always keep up to date with changes to business and regulatory policies and procedures.
· Timely and effective delivery of feedback to all stakeholders.
· Accuracy and timeliness of reporting.


	
Person Specification

	
Knowledge / Experience
· Financial services experience.
· Experience of working within a quality assurance department is desired.
· Working knowledge of relevant computer systems, departmental procedures, products and monitoring systems would be advantageous.
· Accuracy and timeliness.
· Attention to detail
· Strong customer focus

Skills
· Motivational skills to drive ideas / improvements.
· Proven impact and influential skills.
· Computer literate.
· Strong verbal and written communicational skills.
· Good interpersonal and relationship skills.

Core Competencies 
· Communication & Confidence.
· Customer Focus.
· Teamwork.
· Risk aware.
· Problem Solving & Judgement.
· Planning & Reviewing.
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