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Financial Services Officer 
 
The Financial Services Officer is responsible for promoting various financial products 
(except investment products) and personal wealth management services; providing 
quality services to mass market customers transacting at branches; and proactively 
explore business opportunities. 
 
Tasks: 
Sales Performance  Proactively solicit referrals from existing customers to 

expand customer base 
 Generate business through cross-selling to existing 

customers 
 Implement and participate in promotional programs to 

acquire new business 
Service Delivery  Ensure high level of customer service is provided 

 Proactively identify customers’ needs and cross-refer 
potential high-end clients 

 Participate in customer activities and retention programs to 
maximize customer loyalty 

Operations  Assist in performing operations control duties if required 
 Follow up on customer transactions conducted and carry out 

operation duties  
Compliance  Observe internal control procedures and regulatory 

requirements, and report suspicious activity e.g. KYC, AML, 
fraud detection 

 Enforce established sales procedures to prevent mis-selling 
 Exercise risk assessment for clients through all necessary 

procedures 
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: 
University graduate (business, economics or related discipline preferred) 
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Advanced Certificate in Conducting Retail Banking  
Non-investment Business 

 
 

Targeted 
Occupation: 

 

 
Financial Services Officer 

Certificate 
Objectives: 

 

 
 Equip learners with necessary banking knowledge 

and market information to perform retail banking non- 
investment business independently 

 Provide opportunities for learners to develop the 
necessary skills and competences to start a sales 
career in the banking industry 

 

Learning Outcomes: 

 
LO1 Understand the banking environment and relate 

banking products and services (e.g. deposit, loans, 
mortgage and credit cards, etc.)  to their role  

LO2 Build and maintain customer relations by applying 
effective customer service and communication skills  

LO3 Adhere to CDD procedures and understand how 
banking related regulations, internal guidelines and 
code of conduct may affect the daily tasks execution 
and selling activities 

LO4 Generate sales opportunities by deepening product 
penetration to retail customers 

Scope of Learning: 

 
 General banking knowledge and market information 
 Customer relationship building 
 Compliance, regulatory and CDD requirements 
 Non-investment accounts management 

 

Entry 
Requirements: 

 
 Completed the Certificate in Retail Banking counter 

Services or Advanced  Certificate in Branch Banking 
Operations 

 University graduates of Business, Economics or 
related disciplines AND 

 Is interested in starting a sales career in the banking 
industry 

 
Employment 

Pathway: 
 

The learning programme associated with the Advanced 
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Certificate in Conducting Retail Banking Non-investment 
Business (QF Level 4) is committed to developing the 
branch banking tellers or services and operations officers by 
ensuring that career development skills are embedded in all 
learning activities and work-related learning activities are 
widely available to learners. Learners of this Advanced 
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 
financial services officers.  
 
With additional training to meet occupational requirements, 
further career progression opportunities as branch banking 
relationship managers will be available for the learners. 
(Please refer to employment pathway diagram on p.50) 

 
QF Level: 4 

QF Credits:  
(Indicative only) 24 (based on UoC mapping) 
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Notes: 

1. The highlighted areas are covered in Certificate in Retail Banking Counter Services and Professional Certificate in Branch
Banking Operations Management

2. 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.

3. 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 UoC Title Level Credit LO1 LO2 LO3 LO4

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

Handle customer enquiry 4 3

Handle applications of general insurance and saving products 3 3 ✓ ✓

Conduct financial planning assessment for customers 4 3 ✓ ✓

Conduct regular review on customer's financial portfolio 4 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

Perform customer needs analysis and risk profiling 4 3 ✓ ✓ ✓

Explain recommendations on bank products and services to customers 3 3 ✓ ✓ ✓ ✓

Gain customer commitment in buying products and services 4 3 ✓ ✓ ✓ ✓

Organise, review and analyse customer data to identify sales lead 4 3 ✓

Record and report sales activities 3 3 ✓

Total credit = 24

 Compliance &
Risk Management

Retail Banking
 Service Delivery

UoCs Mapping with Certficate Learning Outcomes
(Financial Services Officer)

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 banking 
products and services (e.g. 
deposit, loans, mortgage and 
credit cards, etc.)  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. Build and maintain customer 
relations by applying  effective 
customer service and 
communication skills 

 
2.1  Identify the customers’ needs and offer 

value- added services to customers 
proactively  

2.2  Employ effective communication skills 
to explain bank products and services 
to customers with detailed product 
descriptions, benefits highlights and 
sound reasoning 

2.3  Adopt customer- centric mindset and 
demonstrate excellent customer 
service behaviours when interacting 
with different customers from different 
channel 

2.4  Apply objection and complaint handling 
skills  

2.5  Support smooth frontline operation in 
branch (e.g. direct customer traffic to 
ensure operational efficiency) to 
enhance customer experience 

 
 

LO3. Adhere to CDD procedures and 
understand how banking related 
regulations, internal guidelines 
and code of conduct may affect 
the daily tasks execution and 
selling activities 

 
3.1  Perform customer due diligence 

accurately with relevant supporting  
documents and proper procedures 

3.2  Integrate relevant regulations and code 
of conduct regarding different bank 
services (e.g. security, investment, 
insurance, MPF and saving products) 
to prevent breaching of law 

3.3  Demonstrate positive behaviour to 
protect customer’s privacy   and 
personal data in order to avoid data 
leakage  

3.4  Observe and report any suspicious 
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Learning Outcomes (the learner will) Assessment Criteria (the learner can) 

activities and fraud cases to  prevent 
money laundering 

 
 

LO4. Generate sales opportunities by 
deepening product penetration to 
retail customers 

 
4.1  Organize existing account information 

and intelligence from different sources 
to identify prospects for sales call 

4.2  Proactively solicit referrals from 
existing customers to expand customer 
base 

4.3  Conduct  financial planning 
assessment, need analysis and risk 
profiling to identify customer needs and 
refer to relevant business units as 
required 

4.4  Generate products or services 
cross-selling opportunities proactively 
to deepen product penetration 

4.5  Conduct promotional activities 
proactively in branch to create 
business opportunities 

4.6  Promote digital banking or other 
services to enhance customer 
experience 
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