


Job Title: Client Onboarding Specialist
Reports To: Implementation Team Leader

Department: Client Onboarding

Level/Career Step:

What will | be doing in this role?

To guide new and existing clients through the various services allpay offer, ensuring a smooth and successful onboarding.
To support and facilitate the introduction of new services and functionalities to existing clients.

To support Internal Project Teams on larger client focused Projects to Implement new clients and services.

To support the department manager on larger projects, as and when required.

To own the Onboarding activities for both new and existing clients ensuring delivery of the implementation.

Taking ownership and leadership by being the primary point of contact throughout the onboarding process.

Ability to deliver projects within agreed timescales adhering to commercially agreed contracts between internal
stakeholders and 3rd party providers.

Manage clients effectively to ensure high levels of satisfaction on completion of the implementation.

Managing between 20-30 Implementation Projects at one time working with multiple client and covering all services of all
varying complexities.

Provide detailed Onboarding walkthroughs/assistance to all new and existing clients throughout onboarding.

Responsible for client requirements ensuring they remain identical to the scope and charging of the project as quoted and
should this not be the case any additional requirements are communicated to the Sales Team for assessment and costing.

Develop an In-Depth technical understanding of all allpay products and services including 3rd Party Providers.

Excellent verbal and written communication skills and the ability to interact professionally with clarity, with all levels of
stakeholders internally and externally.

Manage 3rd party providers ensuring high quality and delivery of services is maintained.

Proactively review onboarding policies and procedures in order to identify efficiencies with onboarding.
Educate Clients on best practices to simplify product/service usage.

Listen to client information and ask clarification questions to ensure correct service use.

Lead Video and Phone calls to ensure clients are supported throughout the onboarding process.

Product/Service Documentation feedback to Product teams to ensure correct, easy to follow instructions to aid with
Product adoption.

Create Onboarding specific training documents to aid team and clients with onboarding.



Who are my customers in this role?

Direct Clients of Allpay Limited which may include, Financial Institutions, Government Agencies and Local Authorities,
Housing Associations.

Post Office

Paypoint

Eckoh

Barclays

Carta

Voicescape

Payment Processors and Gateway Providers
Internal Stakeholders

Who or what will | be leading in this role?
To guide new and existing clients through the various services allpay offer, ensuring a smooth and successful onboarding.
To support the Head of Client Onboarding on Internal Projects where necessary which will impact Client Facing Teams.

Identifying opportunities under allpay’s client facing departments for onboarding improvement including procedure reviews
and the client journey.



To do this role successfully what will | need to know and what
qualifications might | need to have?

GCSE C or above in English and Maths

Ability to manage varied and challenging projects across multiple business sectors to timescale
Proven experience of working in a Customer Service role

Proficient in using Microsoft Packages including Word, Excel, Visio and Project to an intermediate level
Ability to work to tight deadlines under pressure.

Able to accept change readily.

Highly attentive to minor detail

An aptitude for working with new technology.

Good organiser who can prioritise their own workload and that of their direct reports.

Consults Team Leader or Senior Managers to resolve any issues or queries.

Brings in new ideas and offers best practice.

Able to meet KPI targets for quality, service, and efficiency.

Problem solving and analytical approach to work.
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	Text Field 36: To guide new and existing clients through the various services allpay offer, ensuring a smooth and successful onboarding.

To support and facilitate the introduction of new services and functionalities to existing clients.

To support Internal Project Teams on larger client focused Projects to Implement new clients and services.

To support the department manager on larger projects, as and when required.

To own the Onboarding activities for both new and existing clients ensuring delivery of the implementation.

Taking ownership and leadership by being the primary point of contact throughout the onboarding process.

Ability to deliver projects within agreed timescales adhering to commercially agreed contracts between internal stakeholders and 3rd party providers.

Manage clients effectively to ensure high levels of satisfaction on completion of the implementation.

Managing between 20-30 Implementation Projects at one time working with multiple client and covering all services of all varying complexities.

Provide detailed Onboarding walkthroughs/assistance to all new and existing clients throughout onboarding.

Responsible for client requirements ensuring they remain identical to the scope and charging of the project as quoted and should this not be the case any additional requirements are communicated to the Sales Team for assessment and costing.

Develop an In-Depth technical understanding of all allpay products and services including 3rd Party Providers.

Excellent verbal and written communication skills and the ability to interact professionally with clarity, with all levels of stakeholders internally and externally.

Manage 3rd party providers ensuring high quality and delivery of services is maintained.

Proactively review onboarding policies and procedures in order to identify efficiencies with onboarding.

Educate Clients on best practices to simplify product/service usage.

Listen to client information and ask clarification questions to ensure correct service use.

Lead Video and Phone calls to ensure clients are supported throughout the onboarding process.

Product/Service Documentation feedback to Product teams to ensure correct, easy to follow instructions to aid with Product adoption.

Create Onboarding specific training documents to aid team and clients with onboarding.

Handling Sensitive Data ensuring security is always maintained in adherence with GDPR, FCA and all other company policies and accreditations.

Understand Bacs processes and regulatory requirements, completing and submitting all forms in line with our sponsoring banks timescales ensuring dates provided are met in a timely manner

Ability to use and learn multiple applications and software including inhouse and commercial products.

Understanding the regulatory significance of gathering the required policies as part of our Mastercard Prepaid product onboarding process.

Managing the configuration setups of Prepaid Programs and setting the Fees & Limits in line with the approved organisation program overview ensuring these align with highlighted risks.

Own the offboarding activities for clients leaving allpay at the conclusion of their contract.

To liaise with internal departments to ensure that the clients’ requirements are met. This is to include validation of delivery of service against inter-department SLA’s.

Ensure the Internal Client Relationship Management System is fully maintained and up to date in respect of new and existing client implementation requirements.

Supporting the team email inbox by acting as a central point of contact for a wide range of operational, regulatory, products, services and onboarding process enquiries

Manage, monitor and track workload to ensure full transparency for all stakeholders and ensure workload, lead times and priorities meet the clients expectations.

Automate processes and interactions wherever possible to obtain higher productivity and quality.

Ensure level of service and production exceed all targets and expectations adhering to standard turnaround times in conjunction with timeframes and

Ability to shift priorities when required.

Technically proficient with APIs to lead allpays Payment Gateway, DD Online presentment and Call Masking product offering

Depending on the product the client is Implementing, it is expected that out-of-hours work may be required in agreement with your Line Manager.

Occasionally representing the company on client site visits.
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	Text Field 38: To guide new and existing clients through the various services allpay offer, ensuring a smooth and successful onboarding.

To support the Head of Client Onboarding on Internal Projects where necessary which will impact Client Facing Teams.

Identifying opportunities under allpay’s client facing departments for onboarding improvement including procedure reviews and the client journey.

	Text Field 28: GCSE C or above in English and Maths 
Ability to manage varied and challenging projects across multiple business sectors to timescale
Proven experience of working in a Customer Service role
Proficient in using Microsoft Packages including Word, Excel, Visio and Project to an intermediate level
Ability to work to tight deadlines under pressure.
Able to accept change readily.
Highly attentive to minor detail
An aptitude for working with new technology.
Good organiser who can prioritise their own workload and that of their direct reports.
Consults Team Leader or Senior Managers to resolve any issues or queries.
Brings in new ideas and offers best practice.
Able to meet KPI targets for quality, service, and efficiency. 
Problem solving and analytical approach to work.
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