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Position overview
To deal with the legal expenses insurance claims in an effective and efficient manner with the support of other member of the team, Team Managers, Claims Managers and Director of Technical Claims. Claims include but are not limited to personal injury, both motor and non-motor, criminal prosecution, clinical negligence, landlord and tenant disputes, employment, contract and property.  

	Job Title
	Claims Adviser

	Reporting to
	Claims Team Manager

	SMCR/CERT role
	N/A  

	Department
	Claims

	Revision Date
	1st April 2025



Essential Job Functions 
Management of new and live claims
· Handling legal expenses claims.  If the claim is to be declined, ensure that the reason is clearly explained and the policy wording is quoted, with reference to the page and paragraph numbers
· Ensure that customer expectations about the process and timescales are well managed and that there are no unnecessary or unreasonable delays in the claims process
· Reviewing new claims received under nominated contracts to establish whether those claims have sufficient prospects to satisfy policy conditions and therefore warrant support under the insurance
· Reviewing responses from solicitors and negotiating terms of instruction with supervision 
· Agreeing appointment of solicitors and preparing an initial estimate of costs with supervision 
· Contacting policyholders where they have expressed a desire to instruct their own solicitors to explain the benefits of using a panel solicitor
· Closely monitoring and recording the developing costs position
· Ensure that new claims and correspondence are actioned in accordance with our service level agreements
· Handling inbound telephone calls and responding appropriately and in a courteous and efficient manner
· Making outbound telephone calls in order to gather information and otherwise expedite the ongoing claims management process
· Where appropriate ensure that a full data protection check is carried out on all incoming and outgoing telephone calls and ensure that client confidentiality is maintained at all times and that data protection requirements are adhered to
· Return all telephone calls to the policyholder on the same day or as agreed with the customer and complete a clear and precise attendance note for each call
· Ensure that all correspondence (written or verbal) is polite, professional, relevant, substantive, clear, fair, accurate and not misleading and formatted in agreed templates and branding
· Where appropriate, ensure that the policyholder is offered alternative options for assistance if the claim is not covered under the policy
· Obtaining advice from Arc’s external specialists where appropriate 
· Ensuring claims are managed in accordance with agreed diary procedures
Closing off settled claims
· Once a claim has been concluded reviewing the file to ensure that intended outcome has been achieved and noting file accordingly
· Checking any bills raised by solicitors at conclusion against authorised costs on file and querying where appropriate
· Agreeing cost authorisations within pre-determined limits    
· Inputting and updating the Claims Management System
· Passing file to costs auditors where appropriate prior to settling bills

General
· To carry out all work in accordance with agreed service standards and FCA regulations 
· Comply with procedures, policies and regulations as relevant to remit. 
· Ensure you complete all mandatory and job specific training requirements in line with the required time frames.  
· Complete the required number of hours of Continuing Professional Development (CPD) as it pertains to your role and applicable qualifications and ensure this is logged in Workday. 
· Fully participate in all applicable fitness and proprietary and Performance Review processes.
· Promptly advise your line manager/HR as to any matter that may be relevant and/or impact your ability to perform in your role. 
· Other duties may be assigned in order to meet the on-going needs of the organisation

Key Performance Indicators
Firm’s Objectives:
Arc Legal Assistance is one of the UK’s leading providers of legal expenses insurance. Our business model for legal expenses insurance involves outsourcing the legal conduct of claims to top quality law firms. An over-riding principle is maintaining high standards of honesty and ethics in all that we do. Other key elements of our business objectives include: 

· Provision of market leading products and services
· Service excellence, technical expertise, rapid response and clear and straightforward communications
· Investment in systems and infrastructure to support all areas of the business
· Strong financial management and close control of costs
· Ensuring profitability for Arc and our commercial partners 
· Treating customers fairly 

Qualifications, Experience and Competence
Qualifications
· Minimum of 5 GCSE’s (or equivalent) at A-C grades including English and Maths

Experience and Functional/Technical Competencies

· Essential
· Excellent verbal and written communication
· Excellent organisational and time keeping skills
· Confidence to own tasks without supervision
· Experience of using all Microsoft Office programs
· Keen to develop a career in an insurance environment

· Desirable
· Strong Microsoft Excel Skills
· Good investigative and research skills
· Knowledge of Legal Expenses
· Degree Educated
· Minimum of grade B in English GCSE

Core Behavioural & Professional Competencies 
Results Driven: Displays energy, determination, and a sense of urgency to get the job done; understands the importance of meeting deadlines to achieve objectives; takes responsibility for organising own workload to ensure goals are met; identifies barriers or issues that might impact adversely on getting the job done and is proactive and innovative in resolving problems and finding solutions; strives for excellence.

Adaptable & Open to Change: Demonstrates a willingness to adapt and change according to circumstances; is able to comfortably handle ambiguity and changes in priorities; identifies the requirement to demonstrate flexibility for the wider benefit of the department and the business; supports change and the drive to continuously improve.

Relationship Management & Customer Focus: Builds and maintains strong internal and external customer and other relationships as relevant to role; is able to effectively understand and support customer needs while balancing business needs; takes responsibility for meeting agreed service levels and other commitments.; strives to deliver excellence and innovates to deliver solutions; ensures that everything that they do complies with all Treating Customers Fairly (TCF) principles.

Risk Management: Is able to understand and identify common types of business risks for their functional or business area; actively supports the maintenance of an effective control environment; takes timely remedial action as may be required to prevent or minimise loss; proactively escalates risks to the appropriate party; supports continuous improvement in the management of risk.

Collaboration: Demonstrates respect and integrity in all collaboration with others; works with rather than competes with others in the business to achieve company goals; builds trust through open communication; adapts style and messaging appropriately; seeks out and listens to the opinions of others; supports team building and an inclusive culture that values diversity.

Continuing Professional Development: Proactively keeps up to date with regulatory and professional changes; maintains the required knowledge and skills to perform in post and undertakes all required / mandatory training; ensures that annual learning and development plans and Continuing Professional Development (CPD) obligations are achieved.


NOTE:  This job description is not intended to be all-inclusive. Employee may perform other related duties as negotiated to meet the on-going needs of the organisation.
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Arc Legal Group is a trading style of Arc Legal Assistance Limited, authorised and regulated by the
Financial Conduct Authority. Our Firm Reference Number is 305958. An AmTrust Financial Company





