
 

Role Profile                 
                                                                                                            

 

Job Title: Credit Control Visiting Officer  (fixed term)* 

Responsible to: Credit Control Team Leader   

Hours of Work: 37 hours, including regular evening and Saturday working  

Salary: £20,300  

Location: Role split between offices in Cardiff, Barry and Bridgend 
with home visits required as part of the role  

Job Purpose 

To be responsible for providing an effective, pro-active and supportive direct contact 
with members in arrears or at risk of being in arrears.  This includes: 

 A commitment to improving the financial wellbeing of our members.  

 Demonstrating the Credit Union’s Equal Opportunities, Health & Safety, and 
Customer Service standards in all activities. 

 A commitment to the delivery of the Credit Union’s strategic vision and Business 
Plan objectives 

 Ensuring the activities of the Credit Union are carried out to the highest standards 
of integrity and professionalism in accordance with all relevant legislation. 

 
*This role will be managed by Cardiff & Vale Credit Union and Bridgend Lifesavers 
Credit Union with an 80%:20% split, and funded by Welsh Government. Funding for 
the post will be in place until March 2021, subject to performance.   

 

Key Responsibilities 

 

1.  To be responsible for the implementation of the Credit Union’s policies and 
procedures, in compliance with relevant regulations and legislation.  

2. 
 
3. 

To carry out home visits as needed to members in arrears or at risk of falling 
into arrears. 
To carry out home visits to previous members with historic bad debt to clear 
outstanding arrears. 

4. 
 
5. 
 
6. 
 

To provide information and signposting for benefit and income maximisation 
advice and support  
To negotiate repayment plans and accepting doorstep electronic loan 
repayments 
To undertake related administrative tasks including but not limited to identifying 
late or missed payments, making initial contact with members and preparing 
records and paperwork before and after visits.  

7. 
 
8. 
 
 
9. 

To undertake tracing exercises for members in arrears with no forwarding 
address 
To carry out income and expenditure (budgeting) exercises with members who 
have experienced a change of circumstances which has impacted on their 
ability to adhere to the original loan agreement terms and conditions 
To promote and signpost members to free-to-use ethical debt advisors such as 
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10. 
 
11. 
 
 
12. 
 
 
13. 
 
 
14. 

CAB and Stepchange  
To provide information and signposting for benefit and income maximisation 
advice and support  
To support members with loans affected by the introduction of Universal Credit 
in the counties of Cardiff, Vale of Glamorgan and Bridgend, working proactively 
to help prevent an escalation of debt for low income members  
To support the functions of the credit control officers in both credit unions in 
wider credit control functions, including preparing court cases and liaison with 
other agencies such as DWP for direct payments 
To maintain performance management systems and reports to deliver success 
on individual and team targets and standards for the credit control team, in 
keeping with Business Plan objectives.   
To be responsible for data security and systems management. 

15. 
 
 
 
16. 

To pro-actively contribute to the credit control team’s development and 
monitoring of effective referral systems with a range advice and support 
agencies, to maintain assist members and promote financial capability and 
inclusion. 
To assist the wider team with enquiries from members, visitors, staff and the 
general public, in person, by telephone, home visits, email or letter, as required 
of the business. 

17. Any other reasonable duties required by management 
  
  
General Responsibilities: 
 
1. To be responsible for your own Health and Safety and observe all regulations 

in relation to the Health and Safety at Work Act. 
2. Act with fairness in dealing with all members, directors, staff and volunteers, 

complying with the Credit Unions’ Equal Opportunities Policies. 
3. To be responsible in following the Data Protection Act and Money Laundering 

regulations in dealing with members’ information. 
4. As a term of your employment you will be a representative of the Credit Union 

and you may be required to undertake such other duties and/or times of work 
as may reasonably be required of you. This will be commensurate with your 
grade or general level of responsibility within the organisation, at your initial 
place of work or based at any other establishment. 

 
 
 
 
 
 

 

This role profile sets out the main duties of the post, which may vary from time to time without 
changing the general character of the post or the level of responsibility entailed.  
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Person Specification  
 

Knowledge / Skills / Experience 

 
Essential 

 Relevant experience and knowledge within an income 
recovery and/or benefit advice role  

 Understanding of welfare benefits  

 Thorough understanding of the range of informal and 
legal tools available to recover debt and protect members’ 
interests. 

 Ability to work independently on own initiative and 
problem solve. 

 Excellent written and communication skills, including the 
ability to develop positive and pro-active relationships 
with members. 

 Strong negotiation skills  

 A good level of education, including strong numeracy and 
literacy skills.   

 Ability to work evenings and weekends  

 Ability to independently carry out home visits to our 
members as needed.  

 Strong ICT skills  

 Clean driving licence and access to a car for visits  

Desirable  Experience of lone working 
 

 

Competencies 

(Behaviours which the role holder must demonstrate to be successful in the role) 

Communication  Able to negotiate repayment agreements with members  
in a way that positively reflects the credit union, 
expressing ideas and decisions in an open, appropriate 
and confident manner. 

 Able to remain calm, professional and assertive in 
challenging situations.  

 Able to proactively supervise the credit control team, 
providing ongoing support and guidance to ensure 
continuous personal development and improvement. 
 

Ethical behaviour  Deals sensitively and appropriately with colleagues, 
members and applicants in an honest, supportive, 
assertive and ethical way. 

 Ensures that members in arrears are treated fairly and 
consistently, based on relevant factors as set in policy 
and procedure, and avoids discriminatory or non-relevant 
factors in decision making.  

 Adopts good practice methods in credit control  

 Adheres to the principles of ‘Treating Customers Fairly’ 
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Change Orientation  Able to support and implement cultural and operational 
change. Demonstrates a positive attitude, continually 
proposing and supporting change initiatives to improve 
services and support to our members.  

Business Awareness  Able to contribute effectively to the strategic objectives of 
the Business Plan. 

 Appropriately challenges and questions the status quo in 
order to identify ways of improving services and 
performance. 

Innovation  Innovative and imaginative in approach; takes allowable 
and responsible risks. 

Customer Focus  Strong understanding of meeting the needs of members, 
achieving and sustaining customer satisfaction. 

 Maintains effective working relationships with colleagues 
and partners. 

Achievement  

Orientation 

 Strives for excellence, managing workload and priorities 
to meet targets set. 

 Contributes to  regular training, feedback and updates to 
the wider CVCU team on relevant credit control issues 

 
 

Values 

Member Focus 

 Fair and consistent in dealings with colleagues and 
members. 

 Pays due regard to the interest of customers (members) and 
treats them fairly 

Accountable 

 Acts with due skill, care and due diligence* and takes 
responsibility for the fulfilment of the role profile. 

 Able to maintain sound and detailed financial records 
accurately, with a methodical approach and a high degree of 
attention to detail. 

Innovative 
 Encourages and proposes new approaches and creative 

solutions to exceed standards and achieve service 
excellence. 

Respectful 

 Recognises and respects the needs and values of others; 
respectful and caring in dealings with members and 
colleagues.  

 Values diversity. 

 Upholds confidentiality standards at all times. 

Ethical  

 Passionate and committed to the aims and ethos of the 
Credit Union. 

 Promotes the values and principles of responsible 
savings and lending to members.  

 Observes proper standards of market conduct 

 Acts with integrity at all times 

Trustworthy 

 Builds trust by being open, honest and transparent. 

 Open and co-operative with all regulators, including the 
Financial Conduct Authority (FCA) and Prudential Regulation 
Authority (PRA) 
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