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Job title : Product Performance Coordinator 
Location : Cardiff

	
Business: V12 Retail Finance
Reporting to: Marketing and Customer UX Lead
Business area: Sales
Location: Cardiff


	V12 Retail Finance is a UK specialist provider of Retail Point of Sale Credit, providing finance to customers of a range of retail partners for over 20 years through an online processing system. It employs over 100 staff and is based in offices at Neptune Court in Cardiff. It is owned by Secure Trust Bank, a longstanding established UK bank, whose core business is to provide banking services including a range of lending solutions and saving products. Secure Trust Bank was incorporated in 1954, operates from its head office in Solihull, West Midlands and successfully listed on AIM on 2 November 2011. 
As a fast-growing company, we are always looking for the best candidates to help us grow our business. 
Our customers are at the heart of everything we do, but we can’t achieve our customer focus strategy without the right people in our team. For us, it’s not just about delivering great customer service, it’s about constantly improving what we do and finding new ways to help our customers and the retail partners we work with. So, we are looking for candidates who are enthusiastic, proactive and enjoy working in a fast-paced environment.

	Job purpose
	As a key member of the team, you will be responsible for coordinating product enhancements, including regulatory updates and ongoing development across all customer-facing digital platforms and services within V12 Retail Finance and V12 Personal Finance including the V12 App. This role plays a vital part in ensuring our digital experiences continue to meet customer needs, remain compliant, and support commercial growth.

	Job Description

	Key responsibilities
1. Coordinate and manage product improvements and regulatory changes needed across digital customer touchpoints, including those within V12 Retail Finance and V12 Personal Finance.
1. Support the development and delivery of enhancements to the V12 App and other digital platforms.
1. Coordinate marketing and servicing campaigns to increase app propensity and app customer engagement.
1. Monitor and report on key performance indicators (KPIs) across all customer channels.
1. Provide actionable insights into customer behaviour and service usage to identify opportunities for improvement and innovation.
1. Submit approved business change proposals – following the business change process
1. You will work closely with project managers and business leaders to bring to life our proposition and ensure customer and business expectations are met, with a key focus on user experience, Credit Risk strategy, Regulatory risk, and compliance oversight.

Key Performance Indicators
· Consistently achieve agreed individual targets.


	
Person Specification

	Essential Skills & Experience
· Proven experience working with digital products or customer-facing platforms, ideally within financial services.
· Strong data analysis and reporting skills, with proficiency in Excel.  
· Ability to interpret data and translate insights into clear, actionable recommendations.
· Strong communication and stakeholder management skills, with the ability to work cross-functionally across teams such as Product, Marketing, Compliance, and Technology.
· A proactive, solutions-focused mindset with a strong attention to detail.
· Comfortable managing multiple priorities in a fast-paced, evolving environment.
Desirable
· Experience working within a regulated environment or with regulatory change.
· Familiarity with customer journey mapping and digital marketing strategies.
· Understanding of financial services products, particularly within personal finance.
The role will require the daily use of the following systems. Good knowledge or previous use of these systems is desired: 
· Excel – for data manipulation and performance tracking.
· Power BI – for building dashboards and visualising KPIs.
· SQL – for querying and extracting data from databases.
· Google Analytics – for monitoring digital engagement and user behaviour.
· Figma – for collaborating on UI/UX design and digital product enhancements.
Core Competencies  
· Industry and product knowledge
· Planning & Reviewing 
· Communication & Confidence
· Influencing Others
· Business / Commercial focus
· Performance Focus
· Customer Focus
· Ambitious
· Resilient
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