
 

 
ROLE PROFILE AND PERSON SPECIFICATION 

 

ROLE PROFILE 

 

Job Title: Client Support Agent (Temporary) until 
April/May 2016 

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 basic + overtime Reporting To: Client Support Manager 

   
SUMMARY: 
 
Hargreaves Lansdown are offering a fantastic opportunity for a number of temporary positions within the Client Support Team to 
cover until the busy end of the tax year period. This position would be ideal for individuals completing a GAP year before 
university, or anyone who would like to gain experience in financial services with a FTSE 100 company located in central Bristol. 
Although this is a temporary contract position, there may be opportunities for permanent positions for those who excel in the 
role.  
 
The Client Support Team act as Hargreaves Lansdown’s main support service centre for clients wishing to make payments over 
the telephone into client accounts and amend their master password information. The team can also be assigned specific 
telephone tasks on an ad-hoc basis, for example taking calls on tax year end enquiries. 
 
Client Support offer ad-hoc administrative assistance to various departments across the Group. 
 
Client Support Agents are expected to support the department's core opening hours, including the possibility of extended hours 
and occasional weekends. 
 
 
KEY DUTIES & RESPONSIBILITIES 
 

- Primarily taking incoming telephone enquiries from investors on both new and existing business. Being the first point of 

contact for clients wishing to amend their passwords, make payments into client accounts and answer ad-hoc queries. 

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

Lansdown - full training will be given. 

- Should be able to 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. 

- Expected to be able to liaise with other departments in Hargreaves Lansdown 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.  Preserving the reputation 

for excellence we have built within the industry. 

- At all times must give due consideration to client confidentiality and adhere to procedures in place to protect this. 

- To be proactive in passing on feedback from clients to help the Company evaluate and develop its services to ensure that 

client needs are met. 

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

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

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

 
 

PERSON SPECIFICATION  
 ESSENTIAL DESIRABLE 

QUALIFICATIONS  Minimum of 5 GCSE’s or equivalent   

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  

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  

 


