Business Area: 	Commercial - Contract Services							
Title: 		Contract Services Adviser (A3)
Reports to: 	Mark Bendle - Head of Contract Services
	Role and Context
	Need to Do
	Need to Know
	Need to Be

	Purpose: 
To ensure the appropriate application of Openwork Contract and Policy. The provision of technical expertise and support to our Partners, Advisers, and other areas of the business, to aid business growth, succession, and development
Key Accountabilities:
· To administer Practice Succession Planning (incorporating Practice Buy-Out, Valuations, and Business Re-structures), providing advice and guidance of Openwork and Legacy Contracts 
· Responsibility for the re-structuring of AR business structures ensuring regulatory requirements are met
· Support of the bi-annual Enhancement Rate Reviews and annual FIA Charge Review
· The provision of standard and non-standard Offers and Contractual documentation, for Recruitment & Growth Director and Managers, adhering to the Non-Standards Matrix, for the recruitment of Appointed Representative firms
· To support the Commercial Director and other Senior Management with technical contractual advice, background, MI, and contractual implications (existing and Legacy)
· The provision of standard and Non-Standard Contract Offers and documentation, adhering to the Authority Schedule for existing firms
· Maintenance of the Non-Standards Database 
· Administering standard and ad-hoc Adviser charging, and new contract enhancement rates
· To administer the Openwork Recruitment and Sales Manager Contract and Bonus Scheme 
· To provide Head of Contract Services, Senior Managers, and other areas of the business, with MI covering a range of Contract Services activity and results
· To assist with both internal and external Audit requirements, undertake regular reviews of all Contract Services procedures to ensure effective, up to date and fit for purpose
· Resolving contractual queries and providing technical contractual advice to other business areas, Partners / Advisors and Sales Management as required
· Administer the Branch Standing data monthly
· Administer the Terminated Deceased adviser commission payment process
· Administer updates to the PINC list

	Key Performance Indicators: 
· Quality (QA & QC) and Audit 
· KPI effectiveness 
· Key Customer and Partner / Advisor feedback
· Demonstrate Openwork Colleague Behaviours 
Relationships:
· Contract Services
· Finance
· Legal 
· FCA
· Recruitment Growth Director and Managers
· Operations – Provider Management / Agent Changes / Transfers & Terminations
· Operations – Vetting Services
· Payments Services
· Desktop Services
· Sales Development Team
· FIRST
· HR
· Partners, Advisers, and their Personnel
· Compliance
· AQT / AIT
Decision Making:
· To independently be able to make decisions, ensuring that internal procedures are adhered to and company standards met
· Feel empowered within role to make crucial decisions without the need to refer 
· Limited discretion applied to resolve non-standard issues 
· Use initiative
· To prepare and obtain required information from various sources, making referrals with recommendations, having taken into consideration wider impacts and risks
· Presenting solutions concisely, using tact and diplomacy as required and taking into consideration wider impacts


	Qualifications / Experience: 
· Experience of operating in a busy and demanding multi-functional role
· Financial Services experience
· Experience of dealing with targets, SLAs, and complaint handling
· Experience of and understanding Openwork Partners / Managers (not essential)
Knowledge: 
· Business awareness and service orientation
· An exceptional knowledge of Data GDPR, and FCA regulation
· An exceptional understanding of Openwork Contract, the Financial and TCF Manual
· An exceptional understanding of Openwork and Contract Services (if internal)

Above extremely helpful but would not be applicable to an external applicant.
Skills and Competencies: 
· Excellent written and verbal communication 
· Excellent attention to detail
· Ability to manage conflicting priorities / adapt 
· Technical knowledge used to resolve issues and find solutions for customers
· Ability to consistently work to exacting standards managing workflow with minimal supervision
· Good organisation and the ability to manage a range of tasks with conflicting priorities 
· Excellent working knowledge of internal systems and Microsoft office package; Word, Excel, Powerpoint and Outlook as a minimum 

	Our Behaviours: 
IT’S PERSONAL: We treat everyone with empathy and as an individual.

IN PARTNERSHIP: We always remember we are in this together.

WE DO IT RIGHT: We’re here to build trust and deliver peace of mind.

WE BELIEVE: Everyone can make a difference

A flexible and co-operative approach towards changing business needs
Your Behaviours: 
· Flexible, organised team player
· Motivated, positive, with a commitment to providing a quality service
· Willingly takes on challenges
· Attention to accuracy and detail
· Contributes well as part of a team
· Accountability / ownership of 
results
Integrity: 
· Working always lawfully and in accordance with pre-defined regulatory, compliance and financial requirements, e.g., GDPR, code of conduct, health and safety, and FCA standards
· Working always in accordance with procedures, group / company policy and processes
· Putting customers at the forefront of everything 




