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Role Profile
	Role Title: Underwriter


	Purpose of the role: 
To make exceptional lending decisions within the boundaries set out in the Group’s lending - policies. To ensure decisions are aligned –to the Group’s risk appetite and deliver fair outcomes for customers. This role covers residential mortgages and Buy to Let.

	Reports to: Team Manager
	Division: CSD

	Role Location(s):  
Lynch Wood/Yorkshire Drive
	Department/Area: Customer Services 

Team: Underwriting Service Delivery 

	Approximate no. of direct reports: 0

Approximate no. of indirect reports: 0
	Budget Responsibility: N/A 



	
Role within the ‘three lines of defence’ model: 1st

	Summary of Accountabilities/Responsibilities

	Role Accountabilities

· Take and maintain ownership for applications from receipt of applications through to release of funds, dealing with all parts of the process, delivering a positive customer experience. 

· Carry out full risk assessments and make appropriate and fair lending decisions on applications, demonstrating an in depth knowledge of MCOB, TCF principles and the Group’s risk appetite.

· Take ownership of complaints (resolving at first point of contact, where possible) ensuring outcomes are fair and appropriate for the customer and adhere to Group policy and procedures. 

· Provide constructive challenge to our lending decisions, policies and procedures where appropriate, to ensure the customer remains at the heart of what we do. 

· Ensure customers with potentially vulnerable circumstances are proactively identified and supported to achieve fair outcomes, in accordance with the Group’s vulnerable customers Policy and Guidance. 

· Build relationships and rapport with internal and external customers by providing positive, clear and concise communications, tailoring communication style to meet the needs of the customer.

· Communicate complex information clearly and simply, providing full rationale and justification for the lending decision to internal and external customers.

· Proactively manage pre and post offer pipeline taking ownership of the customer experience ensuring all communications are carried out in line with customer expectations. 
 
· Manage workloads in line with service standards, highlighting exceptions to the line manager in a timely manner so that mitigating actions can be put in place.


	· Provide a support and guidance service to colleagues, brokers and customers, in line with the Group’s vision and values.

· Coach and share learnings with colleagues to build a collaborative working environment within USD. Identify continuous improvements making recommendations to improve services and policies. 

· Initiate ideas to improve performance and increase efficiency and productivity to enhance the customer experience.

· Undertake ad hoc activities to support USD objectives and maintain a positive and professional manner at all times.

· Lead by example and uphold the values and vision of the YBS, shaping the way for USD colleagues.


	
Corporate Governance Accountabilities
N/A

People Accountabilities
N/A

Financial Accountabilities
· lending mandate of up to £1.3k




	Measures of Effectiveness

	
Customer (internal/external)

· Customer interactions as required that result in fair outcomes for all
· Lending decisions take into account MCOB ,TCF principles, customer experience and the YBS risk appetite, when assessing applications 
· Lending decisions justified effectively
· Lending policy and principles applied to each case, ensuring fairness and consistency
· Feedback from internal and external customers
· Service levels turnaround time and productivity targets
· Lending complaints resolved at first point of contact, where possible
· Service survey results and NPS scores
· Call monitoring results
 
Risk

· Activities are undertaken in compliance with Conduct and Operational Risk management policy
· Quality results
· Mandatory learning completed within specified timescales







	Key relationships

	Internal
Distribution team including Mortgage Advisors,  Branch Managers and Team Managers
All LSS colleagues
Accord including BDAs and BDMs 
Financial Crime
Mortgage Solutions
Credit Risk
Savings Service
Group Legal 
Mortgage Administration
Finance
IS
Customer Operations
	External
Customers 
Brokers
Solicitors 
Valuers 
	


	Qualifications, Skills, Knowledge and Experience

	Qualifications
Necessary
· Minimum grade C in GCSE Maths and English
	Qualifications
Desired
· CeMap or equivalent

	Skills
Necessary 
· Excellent analytical skills 
· Excellent attention to detail
· Excellent verbal and written communication skills
· IT Microsoft Office skills
· Ability to challenge constructively 
· Ability to build rapport with a wide range of customers and colleagues 
· Ability to adapt communication style to deal with different colleagues and customers
· Ability to prioritise when faced with conflicting priorities and time pressures 
· Ability to quickly overcome setbacks, demonstrating excellent resilience and tenacity.
	Skills
Desired
· Ability to carry out risk assessments and make appropriate recommendations.


	Technical Knowledge
Necessary

	Technical Knowledge
Desired
· Knowledge of mortgages/ BTL lending
· Knowledge of regulations affecting mortgages and current accounts.

	Experience
Necessary
· Experience of working in a customer services environment

	Experience
Desired
· Experience of working in Financial services
· Experience of working in an Underwriting team.
· [bookmark: _GoBack]Lending Mandate


	Other

	Competency Framework 

	
Core Competencies: Specialist Technical 
Or
Retail Behavioural Framework: N/A 
Or – 

	Leadership Competencies
	Level  N/A

	Demonstrates Personal and Professional Excellence
	N/A

	Builds & Develops Shared Vision
	N/A

	Insight & Decision Making
	N/A

	Drives Business Improvement
	N/A

	Achievement Focused
	N/A

	Builds, Develops, Engages People & Teams
	N/A

	Challenges Constructively
	N/A
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