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FEDERAL GREDIT UNION




POSITION DESCRIPTION
Member Service Representative
	JOB TITLE:
	Member Service Representative

	DEPARTMENT:
	Member Services

	EXEMPT/NON EXEMPT STATUS:
	Non-Exempt

	PAY GRADE:
	6

	REPORTS TO:
	Branch Manager

	DATE:
	January 2021


POSITION SUMMARY:

Assist members and potential members with their financial needs, performs account transactions, open new accounts, resolve member related issues, provide assistance and information regarding products and services, identify cross-sell opportunities through member profiling and education, originate loan applications.
ESSENTIAL POSITION RESPONSIBILITIES:
Perform teller a multitude of transactions, such as deposits, withdrawals, loan payments, check cashing, check orders; maintain inventory and cash drawer as assigned.
Opens new accounts and subsequent shares, checking, share certificates, business accounts, fiduciary accounts, IRA, CESA accounts and other accounts. Perform IRA/CESA contributions and distributions and explains these products with aptitude.

Follows CIP requirements, completes CTR form and ensuring all related forms and documents are completed and archived in a timely and accurate manner. 
Identify cross-sell opportunities and consult with members on appropriate products and services through interviews and profiling. Interview loan applicants, reviews the financial needs of the member and completes loan applications.


Answer member inquiries, resolve member concerns, educates members about products and services; completes and processes member forms i.e. debit card travel forms, fraud and dispute forms. Produces instant issue debit cards.
 
Maintains accurate balancing record of cash drawer and cash recycler as assigned. Maintain an accurate and up to date knowledge of products and services.
Performs other job related duties as assigned
PERFORMANCE MEASUREMENTS:
· Meet or exceed monthly sales goals regularly
· Maintain an accurate balancing record within PVCU established guidelines
· Provide at least 90% accurate documents based on the QC report.

· Open and close branch locations while following procedures accurately.
· Maintain up-to-date and comprehensive knowledge of all products and services handled or promoted by Credit Union; including promotions and current interest rates.

· Provide informed, prompt, accurate, courteous service and support to members and associates by waiting on members in lobby within prescribed period of time.

· Open accounts and shares and other Credit Union products or services accurately.

· Archive documents timely and ensure they are completed with zero errors
· Mail out thank you notes to new members on a timely basis.
· Maintain dependable record of attendance and timeliness.
· Maintain a professional work environment and businesslike appearance
· Actively adhere to  policies, procedures, guidelines, service standards and regulations as provided and communicated through Pioneer Valley Credit Union management

ADDITIONAL FUNCTIONS:

· May float to other Branch locations on an “as needed basis.”
· Assist in the maintaining, stocking, balancing of the coin machine

· Assist in lobby/drive-up cleanliness and upkeep, supply replenishment and coin machine maintenance

REQUIRED STANDARDS FOR ALL FINANCIAL SERVICES REPRESENTATIVES:
Ensure quality service in member interactions. Maintain a positive work environment that is respectful and professional towards members, co-workers, supervisors, vendors, visitors.  Maintain complete confidentiality of member, employee, and Credit Union information. Abide by the Bank Secrecy Act, and ensure the safety and soundness of the Credit Union in all transactions and interactions.
Proficient in operating a cash recycler and a cash drawer.
NOTE:  This list of essential functions is not intended to be exhaustive. It may be supplemented from time to time as required and at the request of one’s supervisor and/or senior management.

Knowledge, skills, and experience required:

· Completed IRA and CESA training 

· Completed training and has a passing grade on POA, conservator accounts, trust accounts, minor accounts, UTMA, fiduciary accounts and business accounts.

· Completed loan product training 

· Professional, well-developed interpersonal and communication skills are essential for projecting a positive image of PVFCU with management, employees, members, sponsors, vendors, visitors, etc.

· Work requires thorough knowledge of all Credit Union products and services, basic knowledge on Certificates of Deposit (CD) as well as Individual Retirement Accounts (IRA) and knowledge of external rules and regulations including Bank Secrecy Act Laws and various banking regulations
· A high school education or GED
· Strong computer skills with proficiency in MS Office Word and Excel are required.
· Six months to two years of similar or related experience and/or completion of the PVFCU Financial Services Representative training program
· Position requires the ability to read and understand oral and written instructions. Requires the ability to effectively communicate with members or employees and to solve day-to-day problems involving several variables in standard situations.

· Intermediate mathematical skill required (adding, subtracting, multiplying, dividing, percentages, interest) are required.

· Position requires the ability to work on a keyboard, sit or stand for prolonged periods of time, and communicate orally and in writing with members, management, vendors, etc.
· Position requires the ability to lift or move up to 20lbs
· Ability to wear a headset if position requires it.
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