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Steve Austen | Quality & Compliance Manager 
Location: xxxxxxxxxxxx 

Telephone: xxxxxxxxxxxxx 
  Email: xxxxxxxxxxx 

 

Professional Profile 
Tenacious, accomplished and innovative Quality Support Coach and Manager with consolidated expertise in 

driving change, maximising employee performance and advising on quality and compliance issues at a 
management level. 

 
With extensive and progressive experience driving performance, managing risks and quality issues, 
increasing service standards and implementing process and procedural changes, I have demonstrated that I 
am able to deliver consistently high standards of service and standards.  I am a motivational leader with a 
commitment to delivering coaching and training to managers and staff to facilitate achievement of quality 
standards and to improve capability.  Over the course of my career, I have demonstrated that I am able to 
effectively implement process improvements and assess business risks whilst engaging with senior 
managers and stakeholders 

Core Skills 
• Change Management 
• Project Management 
• Process Mapping 
• Requirements Building 

• Quality Assurance  
• Risk Management  
• SOP/Best Practice 

Development 

• Staff Leadership/Training 
• Stakeholder Engagement 
• Compliance 
• MI Reporting 

Career Summary 
Dec 2012 – Present   xxxxxxxxxxxxx 
Oct 2014 – Present  Quality Support Coach/Manager 
Outline 
Driving quality and designing/delivering bespoke training to address skills/process quality gaps to front line 
staff on a multi-site basis, whilst leading a team of 35FTE and 250 indirect reports for a business-critical Debt 
Management project rolled out in Cardiff and Livingston.  
 
Key Responsibilities 

• Providing comprehensive support and coaching to all frontline staff in collaboration with senior 
managers to improve productivity and meet/exceed business benchmarks. 

• Life cycle managing projects – root cause analysis, requirements building, cross-functional 
stakeholder engagement, workshops, production, testing and eventual handover. 

• Collating and evaluating information received from the Central Quality and Guidance teams prior to 
escalation to the Guidance team for actioning. 

• Spearheading the provision of up to date and accurate quality recommendations on a national scale 
to ensure all divisions of the business are fulfilling quality and assurance obligations and are aligned 
with the business’ strategy and ethos. 

 
 Key Achievements/Projects 

• Successfully trained in excess of 100 staff - achieved excellent feedback up to SMT level and a 
number of awards for the quality of my output. 

• Transformed the capability of 25 advisors who were 50% of target with regard to Corporation Tax 
closed-cases daily - performed a root cause analysis, requirement building with TL’s and created 
new simplified process guidance – achieved 97% of quality and 150% of the daily closed cases 
target, now adopted companywide as best practice. 

 
 

• Overcame issues within the Tax Credits department (calls above 8min target and escalations 
increase of 50%) designing and delivering training to 52 staff in 4 weeks - achieved targets reducing 
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call duration by 153% and escalations by 40% - Awarded the ‘Seren’ award for my work.  
• Identified a gap in the escalation process within HMRC in relation to complaints concerning 

interpreter services – engaged 4 senior stakeholders, defined the business case to cover this gap in 
staff guidance, improved the compliance of the interpretation service saving £20k and my change 
was adopted nationwide for all business lines - Awarded a £200 bonus by Senior Management. 

• Developed and executed bespoke training for 15 Team Leaders and 2 Head offices which 
dramatically improved their knowledge of systems, their ability to perform quality checks and provide 
constructive feedback to staff. 

• Authored specific call guidance for imports of goods after attendance at a workshop with Excit 
advisors with UKBF that highlighted this business need – produced this new guidance in 3 days, 
working with a Senior Excit advisor, performing testing in Cardiff and it was approved as complaint 
and rolled out across the business. 

• Updated the stencil with the overseas tracking number which UKBF reported saved them multiple 
man hours and eliminated multiple communications. 

• Have initiated changes on a national basis which will realise annual cost savings in excess of £1m. 
 
Dec 2012 – Sep 2014  Compliance Officer 
Outline 
Providing comprehensive support and advice to existing and new customers regarding tax credit claims and 
enquiries. 
 
Key Responsibilities 

• Gathering, assessing and reviewing customer information in respect of tax credit claims. 
• Utilising internal databases to maintain, manage and update customer information. 
• Assisting customers with enquiries ensuring consistently high standards of service. 
• Contributing to quality meetings and providing constructive feedback on process improvements. 

 
Aug 2011 – Sep 2011  xxxxxxxxx 
    Compliance & Fines Officer 
Outline 
Handled enquiries from the government departments, police, courts, prison services, public organisations 
and legal professionals regarding legal proceedings. Direct reporting line to Manager. 
 
Key Responsibilities 

• Maintained stringent communication with customers to provide advice on legal procedures. 
• Updated internal and external government databases with customer information. 
• Managed/processed security sensitive information including credit files, benefit details, court 

information and criminal/civil offender details. 
• Liaised with Metropolitan Police, Transport Police, Prison Service and courts to cross check 

information and close complex cases. 
 
Jun 2011 – Jul 2011   xxxxxxxxx - Internship 
Jul 2010 – Sep 2010   xxxxxxxxx – Customer Service Executive 

Education & Qualifications  
 Spring Leadership Course: 2017 
 Postgraduate Diploma in International Relations (Merit) – xxxxxxxxxx - 2012  
 BSc Econ (Hons) in European Politics & International Relations – xxxxxxxxxx - 2011  
 Pre-School and Primary School Pedagogy Course: 2002 

 

References available on request 
 

 

Fully editable Word 
version included in the   
Pro Job Hunter Pack 

 
 

           Land your perfect job quickly 

 

Get the Pro Pack 

https://standout-cv.com/products/pro-job-hunter-pack

