
 

 
ROLE PROFILE AND PERSON SPECIFICATION 

 

ROLE PROFILE 

 
Job Title: Operations Query Team Adviser Hours of Work: Monday to Friday, 8am to 5pm 

Reporting to: Operations Query Team Manager  

   
SUMMARY:  
 
As part of the Operations Query Team, you will be responsible for investigating and correcting dealing errors that have 
occurred on clients’ accounts, and effectively communicating the corrective action taken to clients. The team are also 
responsible for correcting fund group pricing errors by ensuring that compensation received is allocated to appropriate 
clients, and correcting stock and cash exceptions whereby discrepancies in the entry of trades identified by the stock 
and cash reconciliation teams are corrected.  
 
Further responsibilities include recording, monitoring, investigating, and responding to a variety of client queries and 
requests raised both externally and internally. Additionally the team are required to review accounts in relation to 
regulatory requirements and apply appropriate procedures to ensure compliance with guidelines and reporting needs. 
All queries are to be completed as soon as practicable, with target dates and agreed SLAs in place. 
 

The ideal candidate will have excellent numeric, communication, and organisational skills, along with exceptional 
attention to detail and the ability to meet strict deadlines. You will be using a variety of computer software packages, 
with a good knowledge of Microsoft Excel being beneficial.  

 
 
KEY DUTIES AND RESPONSIBILITIES: 
 

 Ensure that dealing errors, reconciliation discrepancies, and fund group pricing errors are completed accurately 

within FCA-prescribed timeframes and to the highest possible standard. 

 Ensure relevant CASS rules are met by the department; accuracy of client records, timely resolutions of 

discrepancies and avoiding settled negative stock balances. 

 Responsible for the correct recording and updating of queries, including the identification and prioritisation of 

queries that are affected by regulatory deadlines. 

 Production of documentation as requested by clients and Independent Financial Advisors in relation to accounts, 

ensuring correct documents are sent in good time using appropriate methods. 

 Monitoring of accounts to ensure there are no outstanding issues preventing clients making additional 

successful applications and investments. 

 

PERSON SPECIFICATION  
 ESSENTIAL DESIRABLE 

QUALIFICATIONS 

 A levels at Grade C or higher (or 
equivalent) OR a relevant level of 
appropriate work experience 

 

 Educated to degree level 

 CISI IOC/IAQ or CII equivalent  

 CISI Client Assets module 

KNOWLEDGE 

 A basic understanding of the services HL 

provide. 

 An understanding of financial instruments 

 Understanding of FCA CASS regulations 

 Previous customer service or administration 
experience 
 



 

 

 

 

SKILLS 

 Excellent attention to detail 

 Excellent numeracy skills 

 Ability to perform under pressure and to 
deadlines 

 Highly organised 

 Good problem solving skills 

 Competent knowledge of Microsoft Office, 
particularly Excel. 

 Excellent verbal and written communication skills 

ATTRIBUTES 
 
 
 
 
 
 
 

 Hardworking and dependable 

 Ability to work individually and within a 
team 

 Pro-active and positive 

 Innovative 

 Willingness to learn and desire to develop 
professionally  

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

 Genuine interest in financial services  
 

 


