
 

 
ROLE PROFILE AND PERSON SPECIFICATION 

 

ROLE PROFILE 

 

Job Title: Helpdesk Consultant  Hours of Work: 40 hours a week (in 8 hour shifts 
between 8am and 8pm Monday to Friday, and 
9:30am to 12:30pm Saturday mornings when 
required) 

Salary: £19,500 to £21,500 (+ Over time) Reporting to: Line Manager 

   
SUMMARY: 
 
These opportunities are ideal for individuals looking for experience in financial services with a local Bristol company. You will be 
based in our stylish city-centre office with an open, friendly and ambitious culture. A 
 
Hargreaves Lansdown have been helping clients make more of their pensions and investments for over 30 years and is one of 
the most innovative, respected and fastest growing companies in the UK and a constituent of the FTSE100. Our success is 
based on a deep understanding of our clients’ needs, a keen entrepreneurial edge and fierce determination to be the best in our 
market.  
 
We are offering fantastic opportunity, the Helpdesks provide our 727,000+ clients with a ‘knock your socks off service’. The 
Helpdesks are vital to ensuring clients receive the service we pride ourselves on. Every year we are recognised by our clients for 
our exceptional service levels. You will be a key member of the team, supporting with the busy end of tax year period.  
 
THE HELPDESKS:  
 
In the Investment Helpdesk team you are responsible for providing information and assistance to our loyal and valuable clients. It 
is essential to demonstrate a polite and professional approach at all times. As well as learning about shares and funds, you will 
gain an in-depth understanding of taxation and regulation. In an ever changing landscape you will need to explain the relevance 
and consequences of complex rules and procedures in plain English. Being part of the Investment Helpdesk should been seen as 
an opportunity to develop your skills and gain some key knowledge which can ultimately help you to progress with your career.  
 
The Pensions Helpdesk provides to and services all of our individual and corporate pension clients, as well as providing a 
retirement service.  The role is unique in that you will never have the same day twice; queries are varied, at times technical and 
as such your day will be diverse and fast-paced. Being a part of our Pensions Helpdesk team will provide you with the 
opportunity to have a technical understanding of pensions and the pension products we offer.  It is important to provide a polite 
and professional manner to our valued clients. Communication is key and you will often be explaining technical products. Having 
excellent written communication is important as you will be liaising with client by post and e-mail as well as over the phone.  
 
The Client Support team acts Hargreaves Lansdown’s main support service for clients wishing to make payments over the 
telephone into client accounts and amend master password information. Full training will be provided, giving you the opportunity 
to gain an in-depth understanding of Hargreaves Lansdown’s products and services and an excellent insight into the financial 
services industry. You will be communicating with people throughout the business, helping you gain a better understanding of the 
company.  
 
 
KEY DUTIES & RESPONSIBILITIES: 
 

 Speaking to and helping clients with enquiries on both new and existing business. Being a key point of contact 

for clients and dealing with a variety of queries from basic request to complex, in-depth calls. 

 Must acquire generic product and regulatory knowledge, together with knowledge of services that we offer at 

Hargreaves Lansdown.  

 Provide a client with all relevant and accurate information needed to resolve their enquiry. This information must 

be given in a clear, balanced and fair manner, in a way that the client understands to enable them to make their 

own investment decisions. All action taken to deal with an enquiry should be documented on the client database. 

 Liaise with other colleagues and third parties to successfully resolve a client's enquiry. 

 Maintain a high level of customer service, remaining polite, courteous and diligent at all times.  Preserve our 

reputation for excellence. 

 Respect client confidentiality and adhere to procedures in place to protect this. 

 Pass on feedback from clients to help the company evaluate and develop its services to ensure client needs are 

met. 

 Ensure clients are treated fairly, in accordance with regulatory guidelines. 



 

 
 Proactively look for ways to improve the quality and profitability of the products and services we offer our clients. 

 Reply to client letters and emails 

 Meet clients face-to-face 

 Refer any instances of client dissatisfaction or suspicion of money-laundering appropriately  

 
 

PERSON SPECIFICATION  
 ESSENTIAL DESIRABLE 

QUALIFICATIONS 
 A-Levels or equivalent  

 

 Any business/financial services related qualification  

 Degree level 2:2 or above 

KNOWLEDGE 
 Basic computer literacy 

 

  Basic knowledge of financial services 

 Competent computer user; proficient with Microsoft 
Office and using in-house systems 

 Knowledge of products and services offered by 
Hargreaves Lansdown 

EXPERIENCE   None required 

 Any relevant experience (e.g. working in an office, 
customer service role, etc.) 

 Experience of financial services 

 Experience of a client facing role, comfortable 
dealing with clients directly  

 Experience working on the telephone 

SKILLS 

 Good communication skills 

 Good telephone manner 

 Good written and numeracy skills.  

 Excellent attention to detail 

 Good organisational skills 

 Ability to perform under pressure 

 Ability to multi-task 

 Excellent communication skills 

 Confident, accomplished telephone manner 

 Excellent written and numeracy skills 

 Ability to prioritise workload and meet deadlines 

 Problem solving skills 

 Analytical skills 

 Ability to use initiative. 

ATTRIBUTES 

 Client satisfaction orientated  

 Patient, reliable, conscientious and 
trustworthy 

 Excellent problem solver 

 Professional, presentable appearance 

 Pro-active and positive 

 Team player 

 Sense of pride from doing a good job 

 Genuine interest in financial services 

 Willingness to learn and desire to develop 
professionally  

 Desire to contribute to the Company’s success and 
uphold its exceptional reputation 

 Proven desire to succeed 
 

 

 


