

JOB DESCRIPTION
	JOB TITLE: 
	Senior Customer Claims Advisor 
	REPORTS TO:
	Customer Claims Team Leader

	DEPARTMENT:
	Customer Claims – Contact Centre
	LOCATION:
	East Manchester

	HOURS:
	
	SALARY:
	

	MAIN PURPOSE OF JOB: 

	Working within the Customer Claims team taking ownership of a portfolio of claims from the initial application through to resolution/completion, delivering a quality driven claims outcome and ensuring customer satisfaction.
Note:  Employees are expected to carry out such other duties as may reasonably be required in order to grow and evolve the business.

	MAIN RESPONSIBILITIES: 

	· To manage the customer experience throughout the claim, following the recommended call structure and deliver a high level of customer satisfaction.

· Review, investigate and respond to customers claims which are often complex, to assess claim validation.

· Ensure all queries are followed up and resolved in an efficient and customer focused manner and provide sensible and considered advice to clients regarding what they are entitled to claim for and likely timescales, realistically managing their expectations.

· You will take responsibility for your own caseload and become the point of contact for our customers using your time management and prioritisation skills.

· Working to KPI’s and performance targets you will ensure an accurate and speedy claims resolution by effectively managing your workload/portfolio.

· The confidence to think on your feet and the flexibility to adapt to a wide range of customers, you have the natural ability to treat each customer as an individual, demonstrate Treating Customers Fairly when handling calls and claims.

· Ability to deal with challenging customer scenarios positively and objectively whilst managing and resolving customer dissatisfaction.

· Act on Net Promoter Score (NPS) and customer feedback by engaging with customers to gain more insight to improve our customer’s journey and experience.

· Providing information and advice to any customer enquiring about our services.

· You will need to have a flexible and positive approach to tasks and carry out any other reasonable duties at the request of your manager, as operationally required with a team based approach.

	TECHNICAL CONTENT/SKILLS REQUIRED: 

	
· Experience working within a customer focused Claims management environment is preferable. 
· Able to demonstrate excellent Customer Service skills (listening, communication, empathy).
· Ability to demonstrate strong negotiating and influencing skills.
· Able to work as part of a team.
· Organised with good time management.
· Positive attitude and natural curiosity to identify improvements.
· Able to calmly and confidently handle difficult situations.
· Able to work under pressure and exceed targets.
· Able to represent the company professionally and responsibly.
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