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Appendix 3 Examples of Qualifications Specification for the 8 Job Roles 
 
Teller 

 

The Teller is responsible for providing quality counter services and performing 
operational activities; handling banking transactions requested by walk-in customers 
over the counter and assisting cross-selling financial products (except investment 
products) to customers at the branch. 
 
Tasks: 
Sales performance  Generate business through cross-selling banking products 

to customers 
 Make referral of regulated products if necessary 

Service Delivery  Maintain cordial relationship with existing and new 
customers 

 Answer questions raised by customers or refer them to 
appropriate parties 

 Handle customer complaints or direct customers to 
appropriate parties for assistance 

Operations  Provide efficient counter services, including 
deposit/withdrawal transactions 

 Perform cash-handling procedures, including day-end cash 
balancing 

 Assist in performing back-end operations duties if required, 
including updating customer records 

Compliance  Observe internal control procedures and regulatory 
requirements, and report suspicious activity e.g. KYC, 
AML, fraud detection 

Banking knowledge  Keep abreast of technology applications e.g digital banking 
and pay effort in service migration 

 Keep abreast of current affairs and financial market 
development 

 
Entry requirement: 
HKCEE/HKDSE certificate (work experience in financial services industry, customer 
services, sales or telemarketing is an advantage) 
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Certificate in Retail Banking Counter Services 
 

 
Targeted 

Occupation: 
 

 
Teller 

Certificate 
Objectives: 

 

 
 Equip learners with knowledge, skills and tools to 

support the customer counter services needs 
 Enable learners to execute the related policies and 

regulations and to process the general banking 
transactions independently 

 Provide opportunities for learners to develop their 
competences and acquire essential skills to start a 
career in the banking industry 

 

Learning Outcomes: 

 
LO1 Understand the banking environment and relate the 

general banking products and services to their role 

LO2 Deliver quality service by applying the service 
principles and skills through counter services 

LO3 Comply with the bank's procedures, the relevant 
regulations and code of conduct when delivering 
counter services  

LO4 Process different kinds of HKD or foreign currency 
accounts transactions, including interbank account 
services or transactions of foreign exchange services & 
etc. 

LO5 Apply referral skills and generate cross selling 
opportunities 

 

Scope of Learning: 

 
 General banking knowledge 
 Customer service skill 
 Compliance and regulatory requirements 
 Counter transactions 
 Cross selling and customer referral 
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Entry 
Requirements: 

 
 Completed secondary education or above AND  
 Is interested in starting a career in the banking 

industry as a Teller 
 

Employment 
Pathway: 

 
The learning programme associated with the Certificate in 
Retail Banking Counter Services (QF Level 3) is committed 
to developing employable graduates by ensuring that 
career development skills are embedded in all learning 
activities and work-related intelligence are widely available 
to learners. Learners of this Certificate can continue to 
widen and strengthen their employable competencies by 
attaining other related qualifications in the future in 
accordance to their career aspiration. 

 
Upon completion of this Certificate, graduates will have the 
competencies to take up job positions as branch banking 
tellers or counter services officers.  
 
With working experience obtained from a bank teller job 
role plus additional training to meet occupational and 
licensing requirements, there are ample opportunities 
available in both frontline sales and back-office operations 
areas. The most common occupations available at next 
higher rank are “Branch Services and Operations Officer” 
and “Financial Services Officer”. For those who would like 
to further move up to other occupations with more complex 
job responsibilities, opportunities in various banking sectors 
will also be available for the graduates; depending on their 
personal career goals. (Please refer to employment 
pathway diagram on p.28) 

 
QF Level: 3 

QF Credits: 
(Indicative only) 42 (based on UoC mapping) 
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Notes 

1. The list of UoCs listed here is for reference only; there is no intention to represent an industry standard. Training providers
or training function of individual banks may make necessary adjustment based on the actual needs of learners.

2. By making reference to the list of UoCs exhibited above, training providers or training function of individual banks have a
flexibility to design a job-specific training programme for their targeted learners according to their genuine needs (e.g. job
role design, division of job responsibilities, business needs, etc.) However, for any job–specific programme to be qualified
as a VQP based programme, it should have at least 60% of the UoCs mapped here included in the programme.

UoC Category UoCs Title Level Credit LO1 LO2 LO3 LO4 LO5
Handle customer's enquiries in relation to account services and services offered via digital
banking platforms 3 3 ✓ ✓

Open bank accounts for customers 3 3 ✓ ✓ ✓

Maintain and terminate bank accounts for customers 3 3 ✓ ✓ ✓

Process accounts transactions for customers 3 3 ✓ ✓ ✓

Process interbank and foreign exchange transactions for customers 3 3 ✓ ✓ ✓

Handle remittance transactions 3 3 ✓ ✓ ✓

Provide counter services in bank branches 3 3 ✓ ✓ ✓ ✓ ✓

Perform cross-selling over counter to help promote bank products and services in branches 3 3 ✓ ✓

Comply regulatory requirements and internal procedures during job execution 3 3 ✓ ✓

Safeguard customer information to enhance security 3 3 ✓

Deliver excellent customer service 4 3 ✓ ✓

Handle feedback and complaints from customer 4 3 ✓ ✓

Demonstrate customer oriented behaviour to meet the bank's customer-centric value 4 3 ✓

Keep in pace with the development of financial technology to ensure one's technology
proficiency 4 3 ✓

Total credit = 42

Retail Banking
Service Delivery

UoCs Mapping with Certficate Learning Outcomes
(Teller)

Compliance & Risk Management

Quality Management

Sales & Relationship
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Learning Outcomes (the learner will) Assessment Criteria (the learner can) 

LO1. Understand the banking 
environment and relate the 
general banking products and 
services to their role 

1.1 Provide an overview on the HK banking 
system and how a bank operates as a 
business  

1.2 Describe the general banking products 
and services 

1.3 Relate the retail products and services 
to their role 

LO2. Deliver quality service by applying 
the service principles and skills 
through counter services 

2.1 Identify customers’ needs and offer 
value-added services to customers 
proactively  

2.2 Adopt customer-centric mindset and 
demonstrate excellent customer 
service behaviours when interacting 
with different customers at various 
channels 

2.3  Apply objection handling skills when 
handling complaints from customers 

LO3. Comply with the bank's 
procedures, the relevant 
regulations and code of conduct 
when delivering the counter 
services 

3.1  Integrate the relevant bank policies and 
guidelines for each task execution (e.g. 
Code of conduct, FATCA, PDPAO, 
Investment Opt-in etc.) 

3.2  Demonstrate positive behaviours to 
protect customer’s privacy and 
personal data 

3.3  Perform customer due diligence by 
requesting relevant supporting 
documents and following proper 
procedures 

3.4  Observe and report any suspicious 
activities and fraud cases to prevent 
money laundering 

LO4. Process different kinds of HKD or 
foreign currency accounts 
transactions, including interbank 
account services or transactions 
of foreign exchange services & 
etc. 

4.1 Identify and differentiate various types 
of counter transactions under different 
bank accounts 

4.2 Conduct account processing flow (e.g. 
deposit, withdrawal, remittance, 
cheques) accurately with proper 
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Learning Outcomes (the learner will) Assessment Criteria (the learner can) 

internal procedures, external 
regulations and documentation 
verification 

4.3 Handle the cash notes and spot the 
counterfeited notes, if any 

4.4 Perform teller till reconciliation on a 
timely basis and resolve or escalate the 
issues if any discrepancy found 

LO5. Apply referral skills and generate 
cross selling opportunities 

5.1 Perform cross selling according to the 
bank’s instruction and guidelines 

5.2 Refer to related business units when 
opportunities identified 

5.3 Promote digital banking or other 
services to enhance customer 
experience 
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