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SUMMARY:  The Digital Services Representative is responsible for member services for all online banking products including bill payment services, mobile and e-Statement program.  Responds to internal/external member inquiries by phone and through e-mail regarding online banking products.  This position also is responsible for Fee Reversal and Member Account document servicing. Follows credit union policies and procedures, including but not limited to Anti-Money Laundering, Bank Secrecy Act and US Patriot Act.  Provides back-up call support Card Services and Lending Operations.  
ESSENTIAL DUTIES & RESPONSIBILITIES: Employee must effectively carry out the following essential duties and responsibilities of this position in a manner that consistently demonstrates Sun Federal’s mission, values and culture.  Other duties may be assigned.
1) Assumes responsibility for the effective and efficient member service for all online banking products including bill payment services, mobile and e-Statement processing and administrative functions.

a) Provides extraordinary member service with a friendly demeanor and willingness to help at all times:

· Confirms account ownership by asking at least two identity-verifying questions.

· Develops a rapport with the member and addresses the member by name.

· Confirms membership eligibility by affiliation for potential members.

· Handles member situations with sensitivity, tact and professionalism recognizing the diversity in our membership.  Makes decisions within established guidelines or authorities. 
· Remains diligent and on alert for social engineering, fraud or account abuse and follows established call-back procedures.  Reports incidents immediately.   
· Encourages members to enroll in eStatements and discusses other digital services, like Sun Card Safe, that could enhance their mobile experience.  
b) Provides member access instruction and technical support for the credit union’s online and mobile banking including browser connectivity, email and SMS alert and Quicken/QuickBooks exporting.

c) Responsible for account maintenance including, but not limited to, password reset, security information reset, unlocking accounts, linking accounts and disabling access when needed. Ability to simulate or recreate a problem or error to resolve user operating difficulties.
d) Communicates with members through the online banking Message Center and SunSupport email box.  Handles member requests, questions and concerns for all services or distributes them to the appropriate Specialist.

2) Mobile Check Deposit

a) Follows the mobile deposit processes, disclosures, individual check deposit and daily limit tiers, posting schedule and holds placed.  

b) Researches and troubleshoots problems and clearly communicate with members when checks are rejected and assists in resolving the issue.   
3) Bill Payment Program

a) Follows the bill payment program processes, disclosures, individual check and daily limits, posting schedule and risk model.  

b) Researches and troubleshoots bill pay problems and clearly communicate with members and assists in resolving the issue.   

c) Escalates service requests related to fraud monitoring, stop payments and payments not received by the merchant via bill pay system to the eService Specialists.  
4) Account Servicing:
a) Monitors and processes Fee Reversal requests same day received.

b) Archives member account requests/maintenance documents and scans into account record (i.e. Skip-A-Pay, Loan Adjustments, GreenPath payment agreements).
c) Reviews Address Change Report, follows red flag rules, updates system flags and notifies necessary departments, daily.
d) Handles returned mail and bad address processes for Spectrum statements, delinquency notices, debit cards and credit card statements and card renewals.
e) Monitors daily reports and conducts Certificate maintenance. 
5) Additional Responsibilities:
I. Support for debit, credit, HSA and ATM card inquiries  
a) Researches card problems related to member accounts and handles inquiries, errors, changes in limits, additions to or deletions of authorized card users, processes appropriate written notices to confirm changes and authorizations.  

b) Updates member account files, processes file maintenance requests (name/address /phone/email changes, restricts usage, replacement cards following Red Flag requirements, travel notes and card account closures). Ensures requests in Operations Mailbox are answered promptly.

c) Performs and assists with complex or sensitive card processing functions, online access, digital wallet issues or Sun Card Safe subordinate app problems.  
II. Support for Lending Operations inquiries:

a. Researches and processes payments over the phone. 

b. Assists in directing member calls to the correct department. 
III. Supports business continuity required processes, have VPN access and remote access to internet with internet access at home to perform processing duties

PERFORMANCE MEASUREMENTS

1. Online member support functions and account servicing processes are efficiently, effectively, and accurately performed in accordance with established policies and procedures.

2. Email communications are professional, accurate, and error free.
3. Good business relations exist with online and mobile members.  Problems are courteously and promptly resolved.

4. Good working relationships and coordination exist with area personnel and with management.  Supervisors are appropriately informed of area activities.
5. Required reports and records are accurate, complete, and timely. 
Expectations for Employees 

1. Supports Sun Federal’s mission, vision, values and culture.  Makes a positive contribution to business plan objectives and goals.  Follows Sun Federal’s Service Behaviors.  Shows professionalism, empathy and respect in all interactions with members, internal and external.  

2. Takes personal responsibility to actively listen to the members, understand their needs and take initiative to help the member as your priority.  

3. Takes ownership of job duties.  Offer team members assistance when necessary to help develop a fully competent and cohesive workforce.  Recommends and develops process improvements and procedures to enhance productivity and improve service.

4. Responsible for personal development through training, collaboration and teamwork.  Understands and adheres to all policies, procedures and regulations.  Maintains knowledge of regulations appropriate for position (i.e. Bank Secrecy Act, Regulation E, Regulations Z (Truth-in-Lending), etc.) and attends all training as it relates to position related regulations.  

5. Adheres to Sun Federal’s security procedures and safeguards member information. 

6. Demonstrates professionalism in dress, tone, flexibility and communication.  Consistently acts as part of a cohesive team, demonstrating excellent interpersonal skills and the ability to interact positively with other employees.  Maintains open and respectful communication with other departments. Handles conflict directly and discreetly.
Qualification Requirements:  To perform this job successfully, an individual must be able to perform each essential duty satisfactorily.  The requirements listed below are representative of knowledge, skill and/or ability required.  Reasonable accommodation may be made to enable individuals with disabilities to perform the essential functions.  
EDUCATION/CERTIFICATION:  High school graduate or equivalent.

REQUIRED KNOWLEDGE:  Knowledge of Credit Union products and services.  Thorough understanding of Credit Union policies and procedures.  Knowledge of software, and Internet troubleshooting tactics.  Knowledge of Windows based PC applications and various browsers.

EXPERIENCE REQUIRED:  One to three years of experience working in related industry and online environment.
SKILLS/ABILITIES:  Strong member service skills.  Able to communicate complex information clearly.  Strong problem- solving skills.  Able to coordinate well with other departments and personnel.   Ability to work well under pressure.  Professional appearance and attitude.  Excellent communications skills. Cooperative and willing to assist others. Strong organizational abilities.  Ability to operate related computer applications and other business equipment. Able to navigate multiple systems and use all related software applications. Ability to prepare and analyze reports using Microsoft Excel.

PHYSICAL ACTIVITIES AND REQUIREMENTS OF THIS POSITION
TALKING:  Especially where one must frequently convey detailed or important instructions or ideas accurately, loudly, or quickly.

AVERAGE HEARING:  Able to hear average or normal conversations and receive ordinary information.

REPETITIVE MOTIONS:  Movements frequently and regularly required using the wrists, hands, and/or fingers.

AVERAGE VISUAL ABILITIES:  Average, ordinary visual acuity necessary to prepare or inspect documents, products, or operate machinery.

PHYSICAL STRENGTH:  Sedentary work; sitting most of the time.  Exerts up to 10 lbs. of force occasionally.  (Almost all office jobs.)

WORKING CONDITIONS:  No hazardous or significantly unpleasant conditions (such as in a typical office).
MENTAL ACTIVITIES AND REQUIREMENTS OF THIS POSITION
REASONING ABILITY:  Ability to apply common sense understanding to carry out detailed, but uninvolved, instructions, and to deal with problems involving a few variables.

MATHEMATICS ABILITY:  Ability to perform very basic math skills including adding, subtracting, multiplying, and dividing two-digit numbers; the four basic arithmetic operations with money; and operations with units such as inch, foot, yard; ounce, and pound (or their metric counterparts).

LANGUAGE ABILITY:  Ability to write complex sentences using proper punctuation and using adjectives and adverbs.  Ability to communicate in complex sentences using normal word order with present and past tenses and good vocabulary. Ability to read a variety of books, magazines and instruction manuals.  Ability to prepare memos, reports, and essays using proper punctuation, spelling and grammar.  Ability to communicate distinctly with appropriate pauses and emphasis; correct pronunciation (or sign equivalent) and variation in word order; using present, past and future tenses.
JOB DESCRIPTION INTENT & PURPOSE

Job descriptions assist organizations in ensuring that the hiring process is fairly administered and that qualified employees are selected.  They are also essential to an effective appraisal system and related promotion, transfer, layoff, and termination decisions.  Well-constructed job descriptions are an integral part of any effective compensation system.  

All descriptions have been reviewed to ensure that only essential functions and basic duties have been included.  Peripheral tasks, only incidentally related to each position, have been excluded.  Requirements, skills, and abilities included have been determined to be the minimal standards required to successfully perform the positions.  In no instance, however, should the duties, responsibilities, and requirements delineated be interpreted as all inclusive.  Additional functions and requirements may be assigned by managers as deemed appropriate.  

In accordance with the Americans with Disabilities Act, it is possible that requirements may be modified to reasonably accommodate disabled individuals.  However, no accommodations will be made which may pose serious health or safety risks to the employee or others or which impose undue hardships on the organization.

Job descriptions are not intended as and do not create employment contracts.  Sun Federal maintains its status as an at-will employer.  Employees can be terminated for any reason not prohibited by law.
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