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Record of Practical Work Experience

From lanuary the 7% 2008 il August 29 2008, 1 undersonk work placement with
SRRy iy my Usme there, | was part of the Peesonal Lending Prist &
Book tewm which is part ofIR crodit operations. The fimction and objectives of the
team was to provess loas spplications for customers snd alvo 1o process ovendrafis. There
were 4 toial of |5 people o the tzam and each diy tazaks wore delegsied o each feam
member by the supervisor and team besder. The teks vaned cich day and these ane
cutlined below under the celevant headings

Daily Tasks

* (heck Documents: - Fach moming, 1 checked loan documents which were
received from customers in the post. | checked the loan documents 0 muke sune
cach necessary section was signed by the applicant in order for the loan 1 be
processed by the ream later in the day. | divided the documents into Two seperate
piles, documents which were signed comealy snil in the right places andt
documents which were not signed or not signed comectly. Onco | had the
documents checked and separated | passed them 1 oy supervisor, who hen
delegated the loan applications to all the tesm.

# Printing Docaments: - Exch day, sometimes for the whole day, | would monitor
the peint documents tray and pant out successful loan and overdraft upplications
for customers. Once these were printed out, | would put the documents together
sccordingly and divide the documents i Dublin end rest of the country for
collection by the postmen As well a8 printing out 1he ovendrafl applications, |
would also book the ovendraft limit for the chient i the same time as printing the
lacility letter. The losn documents weren't processed until they were nstumed
fully wigned



*  Taking Calls: - Another part of my daily tasks was 10 sssst another team in laking
calls from customers. | would do this by logging imn the personal lending phone Hine
und taking calls reluted to loun upplications and any other queres relited to personal
leniding, This task was ysuslly done 10 assist the inbound team during breaks smd
lunches, to ease the pressure on the team. Taking these calls also helped me got s
better understanding of personal lending, 23 well as improving my communication
skills and cemomer relations skills at the same time.

Weekly Tasks

+  Process Losns: A ledst twice a week Jduning my time working in personal
lending p&l. | processed loan applications sent back by customers, After the loan
documents recerved in the moming were checked and divided sccondingly, the
mupeevisar would hand me a nismber of loan documents i process. This imvolved
checking repayment dates and that information on the syaem wias the sume as oo
the documents. Fallowing this | proceeded to book the loas for the client by
setting up & loan account 10 Transfer the funds into. The funds would then go imo
the cusomens scoount sver aght.

» Wrongs: Once & week, | was given the tak of lelephoning customens who did st
sign the loan docwment comectly. | had to explaim to the customer that they did
nol sign 3 particitlee pen of the document, or that they sugned the documens
incorrectly, ani that we could not process the spplication unless they sign it ip the
correct mannes correcily. | generally had to send the document hack to the
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beand new application snd send it 10 the customer instend.

o Call Offs: Each weeke | carried out & call ofFwhich imvolved crossing off
customers an & Jist 1p easure their overdrafts were booked end printed correctly.
This was done by matchmg the customnen’ reference awmber on the (st to the
reference number on the bank copy of the customens” overdeaft Gacilicy leswes. This



task was delegned 1o ooe person each day 10 ensure the overdmils were booked

Monthly Tasks

¢ Team Meetings:- Every month, the team would gather for a mecting in which
all the team members could discusn if they had any probiems or issues relting
1o persomal lending  with the team lesder and feflow team members. These
mettings were also wsed 10 inform us of any changes or activities In the
Orgunisation s & wWhole, These meetings gave the tearn a chance 1o get their
opisions and suggestions acoss 10 the group. These were very opes and
roboied meetings, the type of atmophere witich enabled people 10 get their
views scross with comfot and case. These team meetings made me feel like &
valusd employee of the personul lending wam and £ as o whale. 1t
highlighted the imporuance of taking on board the views and opinicms of all
itall.

¢  Asmessments! - On 5 monthly bisis crther the temm lesder or supervisor
carmed out an seseckment on each tesm member. This invelved ope 0f the two
sitting in with me while | camricd out my daily tasks to ensare | fulfilled my
dutics correctly sod efficiontly, The msemment slso included ensuring |
printed s booked overdrafl applications comectly and that | booked Joan
fumrs reference. These monthly sssesuments are 3 necessary pant of the team
as it ensures that the goals of the team are being met and that cach member is
working 1o the best of their shility.

¢ Oneto-ones: - Once o month, the team lesder meets with each member of e
team ta inform them of thelr individual progross. These ong tn ones invalved 2
e o face chat with the team leader, whiere he would tell the individual whas
ateas they may need © improve on and what sress they were dong well oo



and provide encouragement 1o ench penon 1o schieve goals set out for them. |
found these one 1o one mestings very helpful s it allowed me to see what |
could do 1o improve my ovenll performance in the team and what | could do
to help the tesmn in general These mestings slso gave me a chance t 12l the
tenm leader of sny meues | may have had or where | feit [ could improve on
my traiming

One off Tasks

»  Customer service traising: - On the 28™ of July, | sttended a customer service
training day held by the @ aloog with other safT members. There was § of us
who anended the course ‘shiogethor from different arens of the bank. The training
day was designed 10 be a fun, helpful and informative day highlighting how we
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demonstrate what ways wo coulld improve our way of dealing with customers.
The day inchaded a ot of sctivitees inclading games and presentations which |
found informative and definitely of benefit to me, especially in relztion to my
college work. The day aiso allowed me to meet fellow employees in different
arean of credl operations and find owt whas sk they do and how they carry out
their tasks on a daily basls. Al the end of the day each of s was usked what e
had lemmed from the day m relshon o customer service. The biggest thing |
lesmed wl 1ok away fram the training day was how vithl it s 10 keep customens
happy and satisfied m business and how esch individaal i the organisation
contributes 1o the overall stmiderds of cusivmer service. I custnmens sre Kept
bappy and trested with respéct and courtesy, that i tum belps the organisstion
succeed and nay ahead of competing bunks and gives the () that exira cuge

* Preseatations: - During ihe course of my placement in IR 1 anended
number of differemt peesertalions on various ftopies and leues These
presentstions mainly involved informing sil s=tl sbout sny changes that may be
cuming up in (e srpamsstion such ks changes in the suftwade the company was



using or new products betng miroduced to @ Ote of the major presentations |

stended during my time there wis a preseatation about the organisaion

ceniralising 1 credit operations int ooe area in the P Bk Centre in

I Vo | staried oot on placement, [ was originally @ the (I
Credit Centre where it consisted of a total of 5 teams shuring one building, but the

@ unied o centralise the whole credit operations on 1 one oot to make the

ranning of it smoother and cost cfficient. | spent & unal of 5 oul of my 8 months

on plicement o the QD Credit Contre and the kst 3 mouths in the @D
Bank Centre i (EENEED ! ound moving from QP © a new state of the

an building i QR sdded 3 new dimension o my expericace in D |

went from working in a relatively small buliding © & much lager building

consisting of over 4,000 people, There was & variety of different departments

iocated in the bullding in (NN Moving 1o the (I Bank Centro allowsd

e to get & great imnght into what working in u big organisanon is actunlly like

On-line Training Modales: - At differcnt imes during my placement, | had 1o
complete once off raining modules on the el web site, These training
modules were designed 10 enhance employees' awmreness in different areas wich
wroas us fraud prevention, data protection, infurmution security and efhiey in
business. These modules highlightid the importance of sach of the above areas. It
also gave examples in day to day business of when events relating to these sreas
may occur, Al the end of these on-line modules, there was a short question and
anEWers Sction 10 test ot what the person had just resd previously to make sure
everything is taken on bosed. These modules were very up 1o date and current in
the banking envirmment and | feel it definitcly made wotlors more aware snd
vigilant, when carrying o duly wsks, especially o ssch arcas a8 fruud
prevention, which If cmployess are not pemre of could have detrimenal
mmﬁxﬂ:-



Sammary of Work Experience

My § months spert working indfBwas definitely the most beneficial time | have spent
winking so far in my life. During my time there [ learned the values of working as part of
o team and bow important it iy 10 complete of tasks even when working unwer presaure,
in relation to my team lesder QIR | lcarmcd what it takes 1o be an cffective and
good leader in & working environment by treuting everyone a3 equals and spplying good
man management tkills to schicve the best out of every pemson. He was also very
upproachable and helpful i any wtustion. | feel my communication skills have grestly
improved as well This irhgf8ved due to boing in contact with customers over the phone
on many occasions as well a5 being in constant interaction with fellow staff afld tcam
members. | found the whole experience undoubeedly bencficial and relative to my
college course and | know that ail the skills 1've lesmed and expericnces | have had will
stind 10 me a8 | enter my final year i follege and also theoughout my working life,
wherever that may lead 1o,
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