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	POSITION DESCRIPTION

AXA NZ

	 


(Version 1.0 Created 06/2008)
	POSITION TITLE:


	Wealth Services Officer
	Last Modified

	
	
	09/08/2010


	Functional Unit:
	Advisor and Customer Services
	Division/Team:
	Wealth Management Admin Team

	POSITION CODE:
(completed by HR)
	n/a
	GRADE 1-9 /PACKAGED:

(completed by HR)
	3

	PURPOSE OF POSITION:


	This role is to provide customer service and administration functions to customers with superannuation policies, retirement income and investment product contracts and policies.  

Service is primarily provided via the telephone and it is expected that service will enhance the reputation of AXA New Zealand.

- Processes transactions according to procedural and quality standards and targets, including cash allocation, new members, benefit payments and journals.

- Prioritise workload within daily work allocations.

- Seek technical assistance and support as required to meet administration and service requirements.

- Maintain an organised work station and file management.

- Identify and escalate client concerns as appropriate to preserve client 

relationships.

- Seek and suggest service, process and team improvements.

- Participate in team and technical training to ensure up to date knowledge of procedures, products and team matters.

- Provides prompt and accurate response to enquiries and processing of transactions.

- Provide assistance and / or coaching to the team members and management as directed by Manager. 



	REPORTING TO (POSITION TITLE):


	DIRECT
	INDIRECT

	
	Wealth Management Administration Team Manager
	

	NO. OF REPORTS:
	DIRECT
	INDIRECT

	
	Nil
	

	KEY MEASURES:

(include financial targets)


	· Adherence to quality and service measures and targets.

· Meeting adviser service expectations and survey results.

· Acceptable team survey results.

· Achievement of personal development plans.

	DECISION MAKING RESPONSIBILITY:
	· Within delegated authority

	KEY INTERNAL & EXTERNAL CUSTOMERS:


	Internal
	External


	
	· Customer Service Staff

· Other internal AXA employees.

· Marketing

· Legal

· Actuarial
	· Customers 

· Lawyers and Solicitors

· Accountants.

· Advisers, Brokers, intermediaries.

· Ombudsman.

· New Zealand Share Registry.

· New Zealand Permanent Trustees 

· NZ Insolvency Official Assignee

	LEGISLATION REQUIREMENTS:

	Must conform to, but is not limited to, Superannuation Schemes Act 1989; Financial Reporting Act 1993; Financial Transactions Reporting Act 1996; Human Rights Amendment Act 1994; Investment Advisers (Disclosure) Act 1996; Property (Relationships) Act 1976; Trustee Act 1956; Securities Regulations 1984; The Privacy Act 1993; Life Insurance Act 1908; Consumer Guarantees Act 1993; Fair Trading Act 1996; Unclaimed Monies Act; Insurance Law reform Act; Insurance intermediaries Act 1994.

	EXPERIENCE & QUALIFICATIONS: 


	· Experience in a service-oriented environment essential 

· Financial services industry experience useful 

· Must have experience and competent keyboard skills using Microsoft Windows based PC packages (Word, Excel, etc) 

· Well developed telephone skills 


	LEADERSHIP LEVEL:  
SELF LEADERSHIP


	LEADERSHIP BEHAVIOURS FOR SELF LEADERSHIP LEVEL:


	
	BUILD TO GROW

Strategic vision

· Understands operational expectations for own role and team

· Initiates action in order to achieve agreed goals

· Demonstrates knowledge of AXA products and services related to own role

Building capability

· Recognises areas for self improvement

· Takes accountability to actively seek development opportunities that will contribute to high performance

FOCUS ON CUSTOMER

· Has an understanding of the competitors and the industry

· Meets and strives to exceed internal and external customer requirements

· Adjusts work priorities to achieve customer needs

· Takes accountability for customer needs and builds rapport with customer

CATALYSE HIGH PERFORMANCE

Team leadership

· Contributes to and supports the achievement of team goals

· Takes accountability to achieve agreed goals within timeframe required

· Understands the responsibilities of team and how role relates with team members and other teams 

Change leadership

· Supports and understands organisational decisions and change

· Positively accepts change

SHARE TO SUCCEED

· Actively assists team members and supports other teams where possible

· Accepts individual differences 

· Seeks to contribute to team discussion and support outcomes

· Readily shares information with others at the time of receiving knowledge

LEAD THROUGH ACTIONS

Results orientation

· Strives for high performance

· Identifies problems and strives to understand primary cause

· Identifies areas for improvement that can support high performance

Living through AXA values

· Understands and supports AXA values
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The National Mutual Life Association of Australasia Limited (incorporated in Victoria, Australia) PO Box 1692, Wellington. Member of the Global AXA Group.
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