
 

1. JOB TITLE: Head of Operations - CIC 
 

Reporting to: Managing Director CIC 

Location: CRDB Bank Insurance Company  

Job Summary 

The responsibility of this position is to be responsible for proactively ensuring operational 
efficiency, governance and compliance, relationship building and management effectiveness 
within the company. Responsible for ensuring that the business has the best working 
environment and processes. HOP will evaluate how a business operates and implements the 
necessary strategies, processes, procedures, and policies. 

Key Duties/Responsibilities 

 Responsible for the development and implementation of the Departmental Business 
strategy, plans and budget in line with company objectives. 

 Develop and implement an operational strategy for the company that can foster the 
achievement of set business goals in respect to governance and compliance. 

 Responsible for proposing and implementing cost-effective solutions for the efficient 
and effective operations of the company. 

 Develop and implement the Claim Management strategy and report to Management 
the performance of claims administration. 

 Responsible for maintaining compliance with the best insurance practices for the 
timely processing and payment of claims. 

 Responsible for preparation and analysis of statical reports on operations to enhance 
the efficiency and effectiveness of the company. 

 Develop, implement, and monitor customer service strategy for the company to 
ensure the set standards are adhered to. 

 Ensure that timely responses are made, and timely problem resolutions are created 
for insurance companies in handling claim inquiries, issues, and problems and bring 
issues to the management’s attention on a timely basis. 



 Examine and identify the ICT operations system and enhancement. 
 Responsible for spearheading the digitization of the operating systems and continuous 

review of company processes to enhance efficiency. 
 Responsible to Support and promote company policies and procedures to the business 

clients, insurance companies, and other stakeholders. 
 Responsible for the supervision, training, and performance of the Insurance 

Operations staff in accordance with company policies and procedures 

 Manage all company’s operational projects including product write-ups and 
development. 

  

Education Experience, Knowledge, and Skills Required 

 Bachelor’s degree in any related Business subjects from an accredited higher learning 
institution. 

 Professional qualifications (ACII) will be an added advantage. 
 10 years’ experience within the Insurance Industry of which 3 years must be a Senior 

Position. 
 Excellent planning & organization skills 

 Excellent communication skills both written and verbal. 
 Leadership Skills 

Deadline 16th June 2023 

APPLY HERE 

 

 

2. JOB TITLE: Specialist Merchant Support 
 

 

Job Reporting To: Manager Merchant Support 

Location: CRDB BANK Plc HQ 

Job Purpose 

The ideal candidate for the position of Specialist Merchant Support should have an IT 

background and knowledge of Card Acquiring products (specifically E-commerce and POS) 

and services and should have experience in programming, analysis, and logical experience in 

support and problem-solving together with report writing skills as well as good communication 

skills. 

https://career2.successfactors.eu/career?company=CRDB&site=VjItSWREblprRW9JOEpQZ0JsU0NoVDVSdz09&career_job_req_id=2282&career_ns=job_listing&navBarLevel=JOB_SEARCH


Responsibilities for the Role 

 Configuration of POS and QR codes for approved merchants, loading and dispatching 
devices to respective branches. 

 Overseeing the E-commerce portfolio and integrated solutions on the technical aspect. 
 Integration and mapping of approved e-commerce merchants 

 To liaise with branch and channel support on Merchant account opening and ensuring 
availability of sim cards and receipt rolls for merchants. 

 Coordinating Merchant vetting process and verification of Merchant supporting 
documents to ensure compliance with CRDB, BOT and card schemes operating 
standards and policy. 

 Provide physical and remote technical support to merchants, RMs and branch 
champions on all acquiring products. 

 Monitoring system performance, and uptime and updating all stakeholders whenever 
there are system challenges and following up on their resolution. 

  Monitoring the activeness of configured POS devices, QR codes and e-commerce 
merchants and share reports. 

 Develop scripts and simple web-based applications that will assist in the generation of 
reports, proper tracking of acquiring business and devices, and improve the overall 
merchant support. 

 Coming up with value adds and innovative ideas and solutions, regarding merchant 
domains that will help RMs to easily sale and retain existing merchants. 

 To identify, profile and report operational risk incidents related to merchant business 
activities. 

Knowledge, Skills, Qualifications and Experiences Required For The Role 

 Degree in Computer Science, IT, or a similar field 

 A minimum of 2 years of experience in IT support, Merchant support or card-related 
support 

 Experience in software development. 
 knowledge of card payment technologies (e-commerce, POS and QR) 
 Strong knowledge of programming languages and software development skills. 
 Knowledge of reporting and analytics tools 

 Knowledge of advanced Excel. 
 Great Understanding of merchant business 

 Strong knowledge of card standards (EMV) and Knowledge on PCI DSS 

 Teamwork and Time Management 

Deadline 19th June 2023 

 

APPLY HERE 

https://career2.successfactors.eu/career?company=CRDB&site=VjItSWREblprRW9JOEpQZ0JsU0NoVDVSdz09&career_job_req_id=2134&career_ns=job_listing&navBarLevel=JOB_SEARCH
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