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KEY ROLES, KNOWLEDGE & SKILLS DICTIONARY FOR FINANCIAL SERVICES
The purpose of this dictionary is to provide a common list of terms for Financial Services Sector Key Roles, Knowledge and Skills to support the Skills Gap Analysis exercise. It is non-exhaustive, should simply be used to help start the conversation and should be supplemented by organisation / business area specific technical, regulatory and operational skills and knowledge.
Key Sector Roles
	Sector
	Key Roles

	Retail Banking
	· Customer Service Adviser
	· Bank Manager

	
	· Personal Banking Adviser
	· Business Banking Adviser

	Retail Lending
	· Mortgage Adviser
	· Credit Controller

	
	· Credit Manager
	

	Wholesale Financial Markets
	· Relationship Manager
	· Stockbroker

	
	· Market Analyst
	

	General Insurance & Protection
	· Claims Handler
	· Underwriter

	
	· Loss Adjuster
	· Broker

	
	· Risk Surveyor
	· Actuary

	Investment Management
	· Financial Adviser
	· Investment Analyst

	
	
	

	Pensions & Retirement Income
	· Investment Manager
	




Key Sector Products & Services Knowledge
	Sector
	Key Products & Services

	Retail Banking
	· Personal & Business Current Accounts
	· Credit & Charge Cards

	
	· Personal & Business Savings Accounts
	· Payment Services

	
	· Overdrafts
	· Foreign Exchange

	Retail Lending
	· Secured Lending (e.g. Mortgage)
	· Stocks, Corporate Bonds & Gilts

	
	· Unsecured Lending
	· Structured Investments & Deposits

	
	· Credit & Debt Services
	· National Savings & Investments

	
	· Retail Investments
	· Loan/Investment Based Crowd Funding

	
	· Collective Investment Schemes 
	· CFD / Spread-betting

	
	· Bonds & Endowments
	

	Wholesale Financial Markets
	· Transaction Services (Payments and cash management; Trade finance)
	· Derivatives (Over the counter; Exchange traded derivatives)

	
	· Lending (General corporate finance; Money markets)
	· Foreign Exchange & Commodities 

	
	· Equity & Debt Markets (Shares, Bonds, Securities)
	

	General Insurance & Protection
	· Motor & Home Insurance
	· Commercial Insurance

	
	· Accident & Health Insurance
	· Wholesale Insurance

	
	· Protection (e.g. Life, Critical Illness)
	· Reinsurance & Retrocession

	
	· Retail Other (e.g. Home, Pet etc.)
	· Insurance Intermediaries

	Investment Management
	· Investment Strategy
	· Investment Decision-Making

	
	· Portfolio Governance & Administration
	· Execution, Research & Stewardship

	Pensions & Retirement Income
	· Pensions Savings (e.g. Define Contribution, Defined Benefit)
	· Equity Release

	
	· Annuities
	· Pension Lump Sums

	
	· Drawdown
	

	

ESG
	· Advising clients on sustainability transition
· Knowledge of ESG governance and oversight
· Expertise in sustainable finance frameworks and regulatory compliance
	· Knowledge of ESG data vendors and sourcing alternative data from non-traditional sources 
· Industry-specific expertise to assess ESG issues within the industry of the concerned investment/project





Key sector Skills 
	1
	Customer & Relationship Management

	1.1
	Customer Needs & Solutions
	The skill to be able to identify customer needs and to provide the right financial solutions to meet those needs

	1.2
	Customer Service & Support
	The skill to be able to serve and support customers across a range of channels with their financial solutions

	1.3
	Customer Relationship Management
	The skill to be able to attract, serve and retain customers by developing trusted relationships based on a deep knowledge of the customer and their needs, clear communication and working in partnership.

	1.4
	Customer Processing
	The skill to be able to open, administer and close financial solutions to the required standards

	1.5
	Complaints Management
	The skill to be able to effectively assess, analyse and respond to a customer complaint 

	2
	Project & Change Management

	2.1
	Project Management
	The skill to be able to manage the delivery of projects within desired cost, time, and quality parameters

	2.2
	Agile Project Management
	The skill to be able to deliver projects and change in an iterative, non-linear way, using a “test and learn” approach and utilising methods and tools such as Scrum and Kanban

	2.3
	Business Analysis
	The skill to be able to identify requirements, design processes and develop solutions for a project

	2.4
	Change Management

	The skill to be able to support business people impacted by change to ensure that it is successfully adopted (including business readiness and implementation)

	3
	Data & Analytics

	3.1
	Data Management
	The skill to be able to acquire, organise, protect, and process data in order to fulfil business objectives

	3.2
	Data Literacy
	The skill to be able to collate, assimilate and understand data and information from various sources in order to draw appropriate conclusions and make relevant recommendations

	3.3
	Data Analysis & Insight
	The skill to be able to determine and analyse trends from data and to draw insight to support effective decision making

	3.4
	Data Reporting
	The skill to be able to create relevant reports for various audiences in a lucid and effective manner, keeping in mind the purpose of the reports

	3.5
	Data Science
	The skill to be able to use big data, statistics and data modelling to help enhance customer offerings

	4
	Business, Process & Customer Experience Design

	4.1
	Business Design
	The skill to be able to develop and manage blueprints that serve to ensure a common understanding of the business in order to align strategic objectives and tactical demands

	4.2
	Service Design
	The skill to be able to design end to end products and services according to the needs of the customer. The service needs to be user-friendly, competitive and relevant to the customer, whilst being sustainable for the business.

	4.3
	Business Process Design
	The skill to be able to design, develop and record an efficient and effective business process or workflow 

	4.3
	Customer Experience Design
	The skill to be able to use creative, research, content and visual design skills to design engaging experiences for customers when interacting with an organisation / brand 

	4.4
	User Experience Design
	The skill to be able to design, test and enhance the usability of applications as part of a human centred design process that looks at the needs of the customer and fully understands their position,

	5
	Technology Design & Programming

	5.1
	Solution Architecture
	The skill to be able to design a software product to tackle a specific business problem (incl. the technology that will be used, how it will look, how it will be scaled etc.) which can then be built by a team of Software Engineers

	5.2
	Software Development
	The skill to be able to design and build software applications or programs through the use of software programming languages

	5.3
	Software Testing
	The skill to be able to test software applications or programs to ensure they function according to the end user’s requirements 

	5.4
	Blockchain
	The skill to be able to design and build blockchain to optimise and improve business models

	5.5
	Artificial Intelligence
	The skill to be able to develop machines and systems capable of thinking autonomously, adapting to new data and performing tasks without human intervention.

	6
	Technology Management & Infrastructure

	6.1
	Service Support & Management
	The skill to be able to manage, fix and provide support for technology products and services delivered both internally and externally

	6.2
	Infrastructure Management
	The skill to be able to manage and maintain a local / ‘on premise’ technology infrastructure (incl. internet connections, cabling, platforms and storage area networks) to ensure all systems are performing effectively

	6.3
	Cloud Computing
	The skill to be able to use a network of remote servers hosted on the internet to store, manage, and process data rather than a local / ‘on premise’ infrastructure

	6.4
	Cyber & Application Security
	The skill to be able to use technology, processes, and practices to protect computers, networks, programs and data from unauthorized access or attacks that are threats to an organisation.

	6.5
	Change & Release Management
	The skill to be able to identify, schedule, deploy and manage system and platform changes

	7
	Products & Propositions

	7.1
	Customer and Market Research & Analysis
	The skill to research and analyse customer and market conditions and facts to develop a comprehensive understanding that helps to inform product and service design and development

	7.2
	Product Development & Management
	The skill to manage and develop all aspects of a product or service to ensure it achieves its full impact and value in the market

	
	Product Pricing
	The skill to be able to develop and deliver a pricing strategy that delivers the optimal profit by balancing the value to the customer and the cost of production

	7.3
	Product Brand Development & Management
	The skill to develop and manage a product brand to ensure it achieves its full impact and value in the market

	8
	Finance Management

	8.1
	Financial Planning & Forecasting
	The skill to be able to forecast and plan business finances over the short, medium and long term so that goals can be achieved, while at the same time negotiating any financial barriers

	8.2
	Finance Control
	The skill to be able to manage and/or operate business finances in a fully compliant manner

	8.3
	Balance Sheet Management
	The skill to be able to proactively manage the businesses balance sheet by planning, co-ordinating and directing activities to directly determine assets, liabilities and equity

	8.4
	Financial Regulation & Reporting
	The skill to be able to remain compliant to the latest financial regulation and reporting requirements by accurately adopting and applying them to the management of business finance 

	8.5
	Investment & Cost Management
	The skill to be able to effectively manage expenditure through the accurate recording, analysing, allocating and controlling of costs alongside the management of allocated investment to deliver agreed business returns 

	8.6
	Tax
	The skill to be able to analyse, report, and advise on business tax issues

	9
	Risk Management

	9.1
	Credit Risk
	The skill to be able to manage the risk resulting from lending to customers and clients, ensuring it is within agreed risk appetite and the business can deliver on its impairment, capital management and risk weighted asset commitments

	9.2
	Operational Risk
	The skill to be able to identify and manage risks related inadequate or failed policies, procedures, processes or systems

	9.3
	Conduct Risk
	The skill to be able to identify and manage risks related to poor customer or business conduct

	10
	Employee Management

	10.1
	Compensation & Benefits
	The skill to be able to attract and retain employees through the design, delivery and effective management of fixed and variable employee compensation alongside a range of non-monetary incentives

	10.2
	Learning & Development
	The skill to be able to design, deliver, manage and make available the learning and development products and services required to help employees develop the skills, knowledge and behaviours they need to perform their role

	10.3
	Attraction & Recruitment
	The skill to be able to attract, assess, hire and recruit employees to a business

	10.4
	Culture & Organisational Effectiveness
	The skill to be able to improve business performance by enhancing the culture, environment, ways of working, experience and engagement of its employees

	10.5
	Human Resource Management
	The skill to be able to effectively manage employees and employee relations within a business to help drive business performance

	11
	Sourcing & Supplier Management

	11.1
	Sourcing
	The skill to be able to locate, assess, negotiate and purchase all of the supplies required for a business to operate 

	11.2
	Supplier Management
	The skill to be able to manage suppliers to ensure operational compliance, delivery of agreed service and performance levels and maximum value for the business

	12
	Communications & Public Affairs

	12.1
	Internal Communications
	The skill to be able to design and deliver effective communications to all employees

	12.2
	Public / Corporate Affairs
	The skill to be able to design and deliver effective communications to all external stakeholders including the media, government and regulatory bodies and to manage the public image of the business

	13
	Thinking & Problem Solving 

	13.1
	Analytical Thinking*
	The ability to be able to break down concepts and complex ideas into basic or fundamental principles

	13.2
	Creative Thinking*
	The ability to be able to bring a new idea or concept into existence through imagination and to imagine something that does not exist

	13.3
	Critical Thinking*
	The ability to be able to analyse and interpret facts and information to make sound judgements

	13.4
	System Thinking*
	The ability to understand how concepts work together,
what is the bigger whole of which something is a part, and how to identify patterns over time

	13.5
	Strategic Thinking
	The ability to be able to see ahead to future possibilities and translate them into business strategy and action

	14
	Leadership & Influence

	14.1
	Empathy*
	The ability to understand the feelings and point of view of others. It allows for the use of self-awareness and emotional intelligence to engage with others more effectively.

	14.2
	Persuasion and Negotiation*
	The ability to persuade others to change their minds or behaviour as well as bring them together and trying to reconcile difference

	14.3
	Liaising and Networking*
	The ability to develop alliances, contacts or partnerships and exchange information with others

	14.4
	Care and Consideration*
	The ability to act in an understanding and supportive manner that is sensitive to others' needs and feelings.

	14.5
	Ethical Leadership*
	The ability to carry out workplace activities according to accepted principles of right and wrong, including fairness, transparency and impartiality in work practices and conduct towards other people.

	14.6
	Building Trust*
	The ability to create a culture that enables team members to rely on each other

	14.7
	Coaching & Developing People
	The ability to develop people through a combination of effective coaching and an ongoing focus on growth and development

	15
	Personal Effectiveness & Self-Management

	15.1
	Working Independently*
	The ability to develop one's own ways of doing things, motivating oneself with little or no supervision, and depending on oneself to get things done

	15.2
	Time Management & Prioritisation*
	The ability to organise one's own time to be able to deliver on commitments and responsibilities

	15.3
	Self-Awareness*
	The ability to understand one's own values, passions, aspirations and reactions and awareness of how one is perceived by others

	15.4
	Self-Control*
	The ability to do what is best despite short-term temptations; strength of will

	15.5
	Curiosity*
	The ability to have a lively interest in novelty and an openness to experience, finding subjects and topics fascinating, actively exploring and discovering new ideas

	15.6
	Adaptation to Change*
	The ability to alter one's attitude or behaviour to accommodate to changing circumstances and environments in the workplace at pace. This includes being comfortable with ambiguity, maintaining personal resilience and learning from experience.

	15.7
	Willingness to Learn*
	The ability to have a positive attitude towards new and challenging demands that can only be met via lifelong learning

	15.8
	Meeting Commitments & Deadlines*
	The ability to perform one's tasks in a self-disciplined, reliable and goal-oriented manner, and ensuring that operative processes are finished at a previously agreed time

	15.9
	Assuming Responsibility*
	The ability to accept responsibility and accountability for one's own professional decisions and actions, or those delegated to others

	15.10
	Managing Quality*
	The ability to pursue excellence in workplace processes, products and activities

	15.11
	Resilience

	The ability to handle challenges, disruption and change, and recover from set-backs and adversity

	15.12
	Stress Management*
	The ability to deal with and manage highly stressful situations in the workplace by following adequate procedures, communicating in a controlled and effective manner, and remaining level-headed when taking decisions

	15.13
	Persistence*
	The ability to stick to one's tasks in spite of fatigue or frustration

	15.14
	Team work
	The ability to build partnerships and work collaboratively with others to deliver a common objective. This includes creating a safe, inclusive environment to experiment, make mistakes and improve.

	15.15
	Writing
	The skill to express ideas, request actions, and formulate plans and policies by means of clear and effective writing

	15.16
	Listening & Speaking
	The skill to actively listen and communicate information verbally in a clear, concise, and compelling manner to other people

	15.7
	Digital Literacy
	The skill to be able to effectively and safely use various digital platforms and tools in order to access information and complete tasks



* = Global Skills Taxonomy, 2021, World Economic Forum - WEF_Skills_Taxonomy_2021.pdf (weforum.org)
