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Purpose:
This occupation profile consists of 10 work situations and knowledge and understanding
requirements required in Providing Financial Service roles at this level. Collectively these
describe all the performance requirements and knowledge and understanding requirements
apprentices need to demonstrate competence in the occupation. Each work situation has a unique reference
number and is set out as follows:
•
•
•

Work situation title, goal, brief outline, performance requirements and knowledge and understanding
requirements
The relationship between meta skills and work situations
The relationship between National Occupational Standards and work situations
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Work Situation

URN: SDS 072

Providing customer service

Goal of Work Situation:
To provide excellent customer service in a financial services environment to meet the needs of internal and external customers in line with organisational
requirements.
Brief outline:
This is about providing a high-quality customer service experience for internal and external customers and stakeholders. Individuals will be involved in
contacting internal and/or external customers by telephone, written or digital communication.

Performance requirements
General customer service
1. Applying knowledge and using internal processes to serve customers and
meet their needs
2. Ensuring commitments with customers are kept
3. Identifying queries and coming to acceptable solutions
4. Following the regulatory code

Knowledge and understanding requirements
Please refer to URN SDS 190
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Work Situation

URN: SDS 070

Issuing business documentation

Goal of Work Situation:
To provide customers with relevant documentation in line with organisational and regulatory requirements.

Brief outline:
This is about issuing relevant business documents in your day-to-day role. Individuals will be involved in anything from fact sheets to written credit reports
or generating duplicate documents for a customer.

Performance requirements
1. Understanding customer requests to support customer satisfaction
2. Reviewing available documents relevant to the requests
3. Ensuring commitments with customers are kept
4. Providing customers with required documents in line with
organisational procedures and timescales

Knowledge and understanding requirements
Please refer to URN SDS 190
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Work Situation

URN: SDS 068

Complying with regulations and codes of conduct

Goal of Work Situation:
To act ethically and in line with conduct expected in business when carrying out your role.

Brief outline:
This is about complying with regulations and codes of conduct within the remit of your role and organisation.

Performance requirements
1. Complying with regulations including:
- completing relevant company training
- keeping up to date with compliance development
- recording all customer/ internal processes for audit purposes
2. Conducting risk related activities including:
- collating correct customer data securely
- investigating the data gathered in line with organisational
procedures
- upholding duty of care during the process
3. Reaching a conclusion and where appropriate, communicating this to
the customer

Knowledge and understanding requirements
Please refer to URN SDS 190
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Work Situation

URN: SDS 189

Providing feedback on business practices to support continuous improvement

Goal of Work Situation:
To identify opportunities to enhance the customer experience in line with organisational requirements.

Brief outline:
This is about highlighting improvements to business practices and sharing with colleagues to enhance the customer experience.

Performance requirements
1. Identifying opportunities to improve customer experiences and/ or
business practices to provide business benefits
2. Gathering relevant evidence and examples to support the improvement
3. Making recommendations to others for changes to business practices
4. Referring proposed improvements through the appropriate channels

Knowledge and understanding requirements
Please refer to URN SDS 190
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Work Situation

URN: SDS 067

Building and maintaining effective relationships

Goal of Work Situation:
To build and maintain relationships with colleagues and customers in line with organisational requirements.

Brief outline:
This is about building and maintaining professional working relationships with internal and external customers in order to meet the needs of the customer
and the business.

Performance requirements
1. Building rapport and trust with colleagues and customers
2. Providing effective and timely customer feedback
3. Identifying and using the correct methods and tools of engagement
4. Developing effective working relationships with colleagues and
customers
5. Sustaining effective working relationships with colleagues and
customers
6. Documenting and communicating the outcomes of customer
interactions

Knowledge and understanding requirements
Please refer to URN SDS 190
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Work Situation

URN: SDS 074

Working collaboratively with others

Goal of Work Situation:
To work with others to meet customer and business objectives whilst valuing different skills and opinions and in line with organisational requirements.

Brief outline:
This is about working effectively with others on a day-to-day basis in order to meet both customer and business objectives.

Performance requirements
1. Seeking and acting on constructive feedback from others
2. Identifying effective performance
3. Celebrating success to show appreciation for achievements
4. Working with others to achieve customer and business objectives
5. Buddying others to provide support to learn new tasks
6. Sharing best practice with others in line with organisational procedures
7. Making a positive contribution to the team and business

Knowledge and understanding requirements
Please refer to URN SDS 190
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Work Situation

URN: SDS 069

Identifying and processing customer complaints

Goal of Work Situation:
To identify customer complaints and follow organisational complaint handling procedures to achieve fair customer outcomes.

Brief outline:
This is about identifying and logging complaints on behalf of customers and following the organisations processes where complaints are investigated by
others.

Performance requirements
1. Following internal complaint handling processes
2. Making customers aware of the timescales included within the
complaint procedures
3. Gathering information on complaints or dissatisfactions
4. Sending customer complaints to the relevant business area to
investigate
5. Following up with customers and providing next steps in line with
organisational procedures

Knowledge and understanding requirements
Please refer to URN SDS 190
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Work Situation

URN: SDS 073

Using and promoting technology

Goal of Work Situation:
To use technology to meet business requirements and promote the use of technology to customers.

Brief outline:
This is about using and promoting relevant business technology in line with regulatory and organisational requirements to support efficiency and the
achievement of Service Level Agreements.

Performance requirements
1. Checking technology systems have up to date and accurate
information
2. Using technology to meet targets and Service Level Agreements in line
with organisational and regulatory requirements
3. Navigating effectively between different systems
4. Accessing and using Management Information to improve own
performance and efficiency
5. Encouraging and supporting customers to effectively use self-serve
functionality
6. Escalating technology issues through appropriate channels in line with
organisational procedures

Knowledge and understanding requirements
Please refer to URN SDS 190
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Work Situation

URN: SDS 036

Developing and evaluating meta-skills

Goal of Work Situation:
To develop your meta-skills through a process of regular reflection, trial and error, coaching, feedback and proactive personal development.

Brief outline:
This is about regularly pausing and reflecting on your performance and approach to work situations. In some cases, this may be on your own, in other
cases it may be with the help of your employer and/or assessor. The purpose of these reflective sessions will be to bring attention to the mindset and
approach you are bringing to your work and consider ways to improve your skills and/or performance.

Performance requirements
1. Completing a meta-skills profiling tool with your employer at the start of
your apprenticeship including:
- defining each of the skills in your words
- discussing with your employer how frequently you may need to
use each skill
- identifying work situations in which you might be able to develop
or apply the skills
2. Completing a meta-skills self-assessment at the start of your
apprenticeship including:
- carrying out an initial self-assessment on meta-skills
- identifying areas where you can improve your meta-skills

Knowledge and understanding requirements
Please refer to URN SDS 190
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Work Situation

URN: SDS 036

Developing and evaluating meta-skills

Performance requirements
3. Continuously reflecting on your meta-skills during your apprenticeship
including:
- participating in self-reflection, peer review, coaching and
mentoring activities
- maintaining a reflective log (or blog/vlog) that shows how your
workplace experiences have been or could be informed by meta
skills
- identifying opportunities and strategies to improve your meta-skills
and workplace performance
4. Identifying strategies to support your development needs in the future

Knowledge and understanding requirements
Please refer to URN SDS 190
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Work Situation

URN: SDS 190

Understanding customer service in financial services

Goal of Work Situation:
To understand the key requirements of customer service involved when providing financial services.

Brief outline:
This provides the underpinning knowledge and understanding required for those working in providing financial services roles. Individuals will understand
their role and responsibilities, the requirements of the business and its products and services, policies and procedures including risk, different types of
customers and how to communicate with them, and the importance of record keeping.

Performance requirements
This is a knowledge only unit therefore there are no performance
requirements.

Knowledge and understanding requirements
Business systems, policies, processes and procedures
1. The business systems appropriate to your role and how to operate
them
2. The policies, processes and procedures relevant to your role including:
- communicating with others
- information security
- Human Resources (HR) policies and procedures
- regulatory requirements
- health and safety
- codes of conduct
- process improvement
3. How to report identified improvements to business processes and
procedure
4. Different types of documentation
5. Required timescales for processing workload
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Performance requirements
This is a knowledge only unit therefore there are no performance
Requirements.

6. When to whistle blow and the processes to follow
7. What constitutes a non-compliance or breach and how to deal with this
8. How to advise customers on using self-serve functionality
9. The processes to follow when providing feedback to others
10. The dynamics of the team and the roles within it
11. Understanding net promoter score and own contribution to this
Communication
12. Different types and forms and styles of communication and when to
use them
13. The techniques to manage difficult communications
14. The types of questions to ask a customer in and when to use them
15. How to acknowledge the customer query in order to work towards a
solution
16. How to communicate effectively with customers and stakeholders both
internal and external to the business to promote positive engagement
Knowing your customers
17. Who your customers are and how to identify their needs, including
customers who require additional support
18. How to deal with different customers, both internal and external to the
business
19. The importance of preparing for customer meetings and having facts
available
Meta-skills
20. The purpose and importance of meta-skills in relation to your role,
including:
- the importance of reflective practice and how to undertake it
- the purpose and importance of meta-skills and skills for the future
- approaches to personal development and how to apply them
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Performance requirements
This is a knowledge only unit therefore there are no performance
requirements.

- reasons for reflecting on the purpose and importance of meta
skills in carrying out your role
Products and services
21. The range of products and services the business offers and the various
channels available
22. How to identify the needs of the customer to be able to match them to
the correct product or service
Record keeping
23. The importance of following business procedures for recording
customer information and how to do this
24. How to summarise an accurate account of interactions with customers
25. The importance of adhering to regulatory requirements when dealing
with customer complaints
Risk
26. What constitutes a risk or breach to policy and its implications
27. The processes to follow where a breach or risk has been identified
28. How and when to apply the internal risk escalation processes
29. The preventative actions to take when a risk has been identified
The Role
30. Your role and responsibilities including boundaries
31. The role of other teams within the business
32. The legal and regulatory requirements of the role including Anti Money
Laundering (AML) and General Data Protection Regulation (GDPR)
33. The organisational values and behaviours
34. When a situation needs to be escalated and the escalation process
35. How to deliver a fair customer outcome
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Work Situation

URN: SDS 191

Providing financial services - general performance requirements

Goal of Work Situation:
To apply the general performance requirements within your providing financial services role.

Brief outline:
This is about being able to carry out the general performance requirements when providing financial services. Individuals will be involved in using
business systems and guidelines to deliver results, developing customer relationships using communication and interpersonal skills, working effectively
and professionally both individually and as as part of a team, as well as applying the behaviours required in financial services.

Performance requirements
Business systems and guidelines
1. Using relevant business systems effectively
2. Maintaining the security of information using passwords and other
appropriate security measures
3. Explaining to customers how to use the self-serve functionality
4. Keeping up to date with technology enhancements to undertake your
role
5. Complying with health and safety and other relevant regulations and
guidelines

Knowledge and understanding requirements
Please refer to the following URN:
SDS 190

Delivering Results
6. Prioritising work and managing own time effectively to meet team and
business needs
7. Checking documents for spelling, punctuation and grammatical errors
(with or without the use of assistive software)
8. Producing documents for customers using correct formats

16

9. Preparing documents in line with organisational processes
10. Working within remit of own team

Knowledge and understanding requirements
Please refer to the following URN:
SDS 190

Develop Customer Relationships
11. Setting clear expectations with customers and stands by them
12. Staying customer focused to meet customer needs and expectations
Communication
13. Using active listening and rapport skills to understand the information
being relayed
14. Using verbal and/or written communication techniques when dealing
with customers
15. Using language that is appropriate to different customers and situations
(including customers who require additional support)
16. Using appropriate methods of communication to communicate
effectively, in ways that are free from jargon and that the customer can
understand
17. Using relevant questioning techniques to understand and help
customers
18. Managing difficult conversations with customers
19. Negotiating with customers to agree a fair outcome for all parties
20. Communicating regularly with customers in order to meet or exceed
expectations
21. Communicating effectively with others, including team members,
customers and stakeholders
22. Providing feedback to others in a timely manner
23. Presenting information effectively to colleagues and customers
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Being open to feedback and change
24. Seeking and acting on feedback in order to develop your skills and
knowledge
25. Reflecting on and responding to feedback effectively
26. Dealing effectively with changes to business or regulatory processes or
procedures
27. Providing constructive feedback to others

Knowledge and understanding requirements
Please refer to the following URN:
SDS 190

Interpersonal Skills
28. Interpreting what the customer requires and knows how to deal with the
customers enquiry
29. Clarifying what the customer needs and shows understanding and
respect towards them when dealing with queries
30. Engaging with customers both internal and external to the business
31. Communicating effectively with different types of people including
vulnerable customers
32. Showing empathy and patience towards customers
33. Building and maintaining positive relationships with internal and
external customers and colleagues
34. Working collaboratively with others
35. Providing support to others where required
Problem Solving
36. Identifying improvements in own area of work
37. Communicating with other business areas to find relevant information
to deal with customer queries or complaints
38. Solving customer queries within the required timescales and that
comply with regulation and business processes
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Team Work
39. Working effectively as part of team, sharing knowledge with others
where relevant
40. Working collaboratively with own team and with other teams in the
wider business
41. Taking ownership for work carried out in the team

Knowledge and understanding requirements
Please refer to the following URN:
SDS 190

Flexibility
42. Adapting positively to changing priorities or business processes
Honesty and Integrity
43. Remaining honest and transparent in own actions doing what is fair
and right for the customer
44. Respecting the views and opinions of others even when they differ from
your own
45. Maintaining confidentiality appropriate to own role
46. Acting with integrity when carrying out own role
Meta-skills
Developing and evaluating your meta-skills through:
47. Reflecting on your workplace performance and meta-skills
development
48. Identifying personal strengths and areas for development
49. Identifying and taking forward actions to support personal development
Attention to detail
50. Identifying issues and escalating to others within appropriate
timescales
51. Identifying and taking relevant steps to rectify errors
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Personal Development
52. Taking part in regulatory or business training when required to maintain
knowledge of regulatory changes
53. Updating and maintaining knowledge and understanding of Financial
Conduct Authority (FCA) conduct rules

Knowledge and understanding requirements
Please refer to the following URN:
SDS 190

Professionalism
54. Demonstrating a positive professional attitude
55. Remaining calm when dealing with difficult customers, colleagues or
situations
56. Demonstrating respect for others
Record Keeping
57. Summarising an accurate account of interactions with customers
58. Maintaining up to date records of customer information in line with
business procedures
Resilience
59. Staying calm and focussed under pressure dealing with setbacks as
they occur
60. Seeking support when required
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The relationship between meta skills and work situations

Critical Thinking

Sense making

Creativity

Curiosity

Leading

Collaborating

Feeling

Communicating

Initiative

Adapting

Integrity

Work Situation

Focussing

Meta skills

Providing customer service

Issuing business documentation

Complying with regulations and codes of conduct

Providing feedback on business practices to support
continuous improvement
Building and maintaining effective relationships

Working collaboratively with others
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Identifying and processing customer complaints

Using and promoting technology

Developing and evaluating meta-skills

Understanding customer service in financial services

Providing financial services - general performance
requirements
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The relationship between National Occupational Standards and work situations

Organising and managing
meetings (optional)

Working collaboratively
with others whilst valuing
their skills and opinions

Building and maintaining
effective relationships

identifying opportunities
to improve the business
(Identify and challenge
what we do)

Using and promoting
technology to meet
customer and business
needs

Complying with
regulation and codes of
conduct

Creating and delivering
appropriate business
documentation

National Occupational Standards

Identifying and processing
customer complaints to
achieve fair customer
outcomes

Work Situation

Providing customer
service in a financial
service environment

Shading indicates a link
between NOS title and Work
Situation title
Key

FSPFCC01 - Review and develop yourself to improve and
maintain workplace competence in a financial services
environment
FSPFCC03 - Develop productive working relationships in
a financial services environment
FSPFCC04 - Comply with Regulations in your financial
services environment
FSPBA02 - Establish, monitor and maintain bank
accounts for customers
FSPBA06 - Manage Branch Counter Services
FSPBA07 - Supervise the Administration of Financial
Products and Services
FSPBA08 - Process the Transfer of Foreign Currency
FSPIO15 - Manage the Business Relationship with
Clients in a Financial Services Environment
FSPIFP01 - Communicate the Practice and Principles of
Islamic Banking to Customers and Colleagues
FINRFSGF1 - Provide Information to Customers in a
Financial Services Environment
FSPIO13 - Deal with complaints relating to financial
services products or services
FSPGI04 - Deal with Complex Claims for Uninsured
Losses
FSPGI06 - Deal with Complex Claims for Insured Losses
FSPGI07 - Carry out Initial Assessment and Investigate
Complex Insurance Claims
FSPGI08 - Settle Complex Insurance Claims
FSPGI10 - Evaluate Insurance Products and Services
FSPGI14 - Process Complex New Insurance Business as
an Intermediary
FSPGI15 - Process Complex Insurance Renewals as an
Intermediary
FSPGI16 - Process Complex Mid-term Insurance
Amendments
FSPGI17 - Evaluate Risk and Advise other Insurance
Intermediaries
FSPGI21 - Underwrite Complex New Risks
FSPGI22 - Prepare Insurance Policy Documentation for
Complex New Business
FSPGI23 - Process Complex Insurance Policy Alterations
FSPGI24 - Process Complex Insurance Renewals
FSPGI25 - Review Underwriting Decisions to Accept
Risks
FSPIO01 - Present investment market information to
stakeholders
FSPIO02 - Establish and Maintain Investor Details and
Records
FSPIO03 - Reconcile Investment Market Transactions
FSPIO04 - Maintain the Custody of Assets on Behalf of
the Investor
FSPIO05 – Arrange the Settlement of Investment
Transactions
FSPIO06 - Measure and Analyse the Performance of
Investments
FSPIO07 - Establish the price of assets and investments
or units
FSPIO08 - Supervise Investment Operations Systems and
Processes
FSPIO09 - Process Trades (Global Settlement)
FSPIO11 - Process Corporate Actions on Behalf of
Investors
FSPIO13 - Deal with complaints relating to financial
services products or services
FINRFSGF1 - Provide Information to Customers in a
Financial Services Environment
FSPIO15 - Manage the Business Relationship with
Clients in a Financial Services Environment
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FSPFC01 - Appraise and Authorise Applications for
Personal Financing and Credit Facilities
FSPFC02 - Progress Personal Property Financing
Applications
FSPFC03 - Charge and Control Securities for Financing
FSPFC04 - Appraise Applications for Business Financing
and Credit Facilities
FSPFC05 - Progress and Finalise Applications for
Business Financing and Credit Facilities
FSPFC06 - Monitor and Review Financing and Credit
Facilities
FSPFC07 - Manage the Quality of Decisions to Offer
Financing and Credit Facilities
FSPFC08 - Investigate Arrears and Recover Debts
FSPDC01 - Obtain and Validate Credit Information to
Instigate Debt Collections
FSPDC02 - Agree a way forward on repayments with
debtors
FSPDC03 - Negotiate Repayment Solutions to
Outstanding Debts
FSPDC04 - Authorise Financial Transactions using
Telecommunications
FSPDC05 - Handle Telephone Calls with Debtors in an
Effective Way
FSPDC06 - Monitor and Safeguard Debt Repayment
Arrangements
FSPDC07 - Administer the Debt Collections Process
FSPDC08 - Oversee and Maintain the Effectiveness of
the Debt Collections Process
FSPLPI04 - Authorise Requests for Payment against Life,
Pensions and Investment Contracts
FSPLPI05 - Authorise the Underwriting of Life, Pensions
and Investment Contracts
FSPLPI06 - Manage and Develop the Customer
Relationships to Enhance the Flow of Financial Services
Business
FSPLPI08 - Process Documentation for Complex Life,
Pensions and Investment Contracts
FSPLPI09 - Underwrite Complex New Life, Pensions and
Investment Business Quotations
FSPLPI10 - Underwrite Complex Alterations to Life,
Pensions and Investment Contracts
FSPLPI11 - Process Complex Requests for Payment
against Life, Pensions and Investment Contracts
FSPAMFPI04 - Facilitate an administrative service for
mortgage or financial planning clients
FSPAMFPI05 - Process instructions for complex
mortgage or financial planning business
FSPAMFPI06 - Complete reports for mortgage or
financial planning clients
FSPAMFPI07 - Supervise mortgage or financial planning
administrative systems and processes
FSPPP01 - Assist the financial planner in the
establishment of new client relationships
FSPPP02 - Assess the client’s financial circumstances
FSPPP03 - Prepare financial statements to support
development of the client’s financial strategy
FSPPP04 - Carry out research to inform the
development of the financial strategy for the client
FSPPP05 - Propose financial solutions for the client
FSPPP06 - Assist with the implementation of the
financial strategy as agreed with the client
FSPPP07 - Support the ongoing client relationship
FSPPP09 - Maintain professional development and
financial services industry awareness
FSPPSA1 - Receive and Process New Member Records
FSPPSA2 - Process Pension Scheme Individual Transfers
In
FSPPSA3 - Process Pension Scheme Contributions and
Transactions
FSPPSA4 - Process Applications for Pension Scheme
Additional Contributions
FSPPSA5 - Process Pension Scheme Early Leavers
Notifications
FSPPSA6 - Process Applications for Pension Scheme
Transfers Out
FSPPSA7 - Quote on Defined Benefit and Defined
Contribution Pension Scheme Retirement Benefits
FSPPSA8 - Process Defined Benefit and Defined
Contribution Pension Scheme Retirement Benefits
FSPPSA9 - Process Pension Scheme Death Benefits
FSPPSA10 - Process Pension Assets on Divorce
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FSPPSA11 - Process Pension Scheme Complaints and
Disputes
FSPPSA12 - Provide Information on Request from a
Pension Scheme Member or Member’s Representative
FSPPSA13 - Maintain Pension Scheme Records Using
Updating Processes
FSPPSA14 - Provide Pension Scheme Information to
Relevant Bodies
FSPP1 - Create and Maintain Employee Records
FSPP4 - Control Payroll
CFACSB10 - Organise the Delivery of Reliable Customer
Service
CFACSB13 - Plan, Organise and Control Customer
Service Operations
FSPFCS01 - Provide Callers with Specialised Assistance in
a Financial Services Environment
CFACSB11 - Improve the Customer Relationship
CFAM&LDC2 - Support Individuals’ Learning and
Development
CFAM&LBA3 - Lead Your team
CFAM&LEA3 - Manage the Use of Financial Resources
CFAM&LDB4 - Manage People’s Performance at Work
CFAM&LDA2 - Recruit, Select and Retain People
CFASAL006 - Sales Activity Planning
CFAM&LBB4 - Ensure Compliance with Legal,
Regulatory, Ethical and Social Requirements
FSPFSSP02 - Develop and Maintain Business Relations
with Financial Services' Introducers
FSPFSSP03 - Process Financial Services Sales Support
Administration for Agencies
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