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Role Profile 


	1.
	Job Title
	
Head of Delegated Claims 


	2.
	Certification/Controlled Function(s) 
	No


	3.
	Function & Business Unit  
	Claims, Specialty

	4.
	Location 
	Exchequer Court, London

	5.
	Hiring Entity 
	AmTrust Management Services Limited 

	6. 
	Insurance Distribution Directive (IDD) Continuing Professional Development (CPD) Requirements
	IDD CPD - in scope - Yes

	7. 
	Minimum Competency Code Requirements (MCC) 
	MCC - in scope - No

	8.
	Board & Committee Roles
	Chair
· None

Member
DAC,  ASL Delegated Oversight Committee,

Non-Member Attendee
None


	9.
	Direct & Indirect 
Reporting Line
	Governance Reporting Line 
None

Direct Line Manager
Head of Specialty Claims and Head of Claims (ASL)

Indirect (dotted) Line Manager
Head of Claims AIU


	10.
	Direct & Indirect Reports
	Direct Reports
DCA Manager
Claims Partnership Managers


Indirect (dotted) Reports
None


	11.
	Key Stakeholders
	Underwriting, Risk, Actuarial, Finance, Operations across both ASL and AIU

	12.
	Applicable Central Bank of Ireland (CBI) Conduct Standards under the Individual Accountability Framework (IAF)[footnoteRef:1] [1:  A summary is provided above. Further detail is set out within the AIUD Fitness and Probity Policy and Procedure and AIUD Conduct Standards and Breach Reporting Policy.] 

	Common Conduct Standards:
 
a) You must act honestly and with integrity.
b) You must act with due skill, care and diligence.
c) You must cooperate in good faith and without delay with the Central Bank and other regulators or authorities. 
d) You must act in the best interests of customers and treat them fairly and professionally.
e) You must operate in compliance with standards of market conduct and trading venue rules.

Additional Conduct Standards:

a) You must ensure that the business of the RFSP for which you are responsible is controlled effectively.
b) You must ensure that the business of the RFSP for which you are responsible for is conducted in accordance with its obligations under financial services legislation.
c) You must ensure that any delegated tasks for which you are responsible for are assigned to an appropriate person with effective oversight.
d) You must disclose promptly and appropriately to the Central Bank any information of which the Central Bank would reasonably expect notice in respect of the business of the RSFP.



	
	Controlled Functions are required to take Reasonable Steps to ensure that they are meeting the requirements set out within the applicable Conduct standards. 

	13.
	Applicable FCA/PRA Conduct Rules under the Senior Managers & Certification Regime (SMCR)[footnoteRef:2] [2:  Further detail is set out within the AmTrust International (UK Insurers & Intermediaries) Fitness and Proprietary Policy and Procedure and (UK Insurers & Intermediaries) Conduct Rule Breach Reporting Policy and Procedure.] 

	Individual Conduct Rules – UK SMCR 
1. You must act with integrity.
2. You must act with due skill, care and diligence.
3. You must be open and cooperative with the FCA, the PRA and other regulators.
4. You must pay due regard to the interests of customers and treat them fairly.
5. You must observe proper standards of market conduct.
6. You must act to deliver good outcomes for retail customers.

	13.
	Last Review Date
	February 2026




Position Overview

The Head of Delegated Claims is a key role within the Claims team reporting to the Head of Specialty Claims and Head of Claims (ASL)r, ASL (SMF 18).  It is a senior role and part of the Claims Leadership Team responsible for overseeing the Delegated Claims Framework for Specialty.  The role ensures that delegated claims activities  operate within a robust system of controls, assurance, and reporting that aligns with regulatory expectations, internal policies, and the company’s Claims philosophy.
The position provides strategic and operational oversight of all delegated claims activities, including the Delegated Claims Partners (Coverholders, TPAs, and other outsourced service providers), while working closely with other claims teams who retain day‑to‑day responsibility for in house claims handling. The role acts as the central point for all claims delegated claims, onboarding,  quality assurance, conduct risk, MI/reporting, and regulatory alignment—ensuring visibility of performance, control effectiveness, emerging risks, and compliance across the entire Claims landscape.
This role leads the Delegated Claims Team and partners with senior stakeholders across Underwriting, Operations, Risk, Audit, Actuarial and Finance to ensure that the delegated claims framework and activities support effective decision‑making, regulatory readiness and high‑quality outcomes for customers and the business.
Essential Job Functions

1. Delegated Claims Framework 

· Lead the design, maintenance and continuous enhancement of the Delegated Claims Framework, ensuring alignment with regulatory expectations and internal policy requirements.
· Maintain oversight of the Claims control environment, including control effectiveness, issue management, assurance activities and monitoring of regulatory or conduct risks.
· Provide oversight of all Delegated Claims Partners (Coverholders, TPAs and other outsourced claims providers and suppliers), ensuring they operate within approved frameworks, authority limits, and required standards.
· Hold Delegated Claims Partners to account through effective oversight, performance monitoring, KPI/SLA review and challenge—while allowing operational teams to manage the day‑to‑day relationship.
· Ensure delegated processes across both in‑house and delegated activity support strong customer outcomes, operational resilience and conduct expectations.


2. DCA Onboarding

· Ensure the onboarding of new claims service providers are done in a timely manner and accordance with the DCA framework 
· Ensure that the DCA Teams activities and the progress of all inflight approvals are visible and all efforts to successfully onboard are being used.
· Subjectivities are known and closed as soon as possible
· Issues that affect the onboarding and go live dates are known and escalated as appropriate
· Identify changes in our DCA Agreements needed to meet Business or Regulatory needs and working with the In House Legal Team ensure that new agreements are issued as appropriate

3. Claims MI, Reporting & Insights

· Using a data driven approach and a DCA claims dashboard to proactively manage and improve the underperformance of all Claims partners (TPAs, Coverholders with DCA and other suppliers.
· Chair a monthly data lead meeting of the Claims Leadership and Team members to show the monthly performance of the Claims Partners. Using the DCA Dashboard identify on a risk based approach underperformance, anomalies and risk with allocation of appropriate remedial actions and escalations.
· Ensure the DCA Dashboard data points are uptodate and accurate.
· Provide summary reports to other stakeholders where required


4. Attritional Losses, Claims Leakage and Recoveries

· Ensure reserving accuracy through adherence to the DCA reserving framework, oversight of TPA reserving data and QA feedback
· Escalate non compliance with the DCA Reserving Framework 
· Using a data driven approach ensure that redundant reserves are reviewed by the TPAs and the volume and value of reserve releases are tracked
· Through QA, average claim costs and financial data, identify and where necessary escalate areas of claims leakage 
· Provide evidence that appropriate counter fraud controls exist during the onboarding process and working with the Claims Governance Team ensure these controls are effective
· Monitor subrogation and salvage recovery performance, correcting underperformance

5. Loss Fund Oversight

· Working with the Finance Teams ensure TPAs have appropriate loss funds to meet customer claims, increasing funds where claims data evidences a need and also repatriating funds where they are not needed. 
· Complying with the relevant Loss Fund Policies ensure Claims Partners are submitting Bank statements as evidence of the fund value on a monthly basis.
· Support the Finance Team on reconciliation queries


6. Policy, Best Practice & Regulatory Alignment

· Maintain and update Claims Best Practice documentation in line with regulatory, industry and internal policy changes.
· Provide interpretation and guidance on regulatory expectations relevant to Claims.
· Ensure compliance with conduct requirements, customer outcomes expectations and market conduct standards.

7. Leadership, People Development & Training

· Lead, coach and develop the Delegated Claims Team to ensure capability, engagement and high performance.
· Identify training needs relating to governance, conduct, delegated authority, controls, audit readiness and regulatory expectations.
· Ensure completion of all mandatory and job‑specific training, including CPD requirements, for self and your Team.
· Promote a culture of learning, empowerment and cross‑functional collaboration.

8. Projects, Change & Continuous Improvement

· Oversee DCA reporting for Claims projects and initiatives, ensuring risks and controls are adequately considered.
· Working with Claims Governance and other stakeholders ensure a robust DCA Framework exists for the key functions that is followed by the Team and regularly reviewed and attested
· Champion continuous improvement across the DCA Team improving processes, controls and delegated oversight.
· Support other Ad Hoc Projects as deemed necessary by the Head of Claims

In addition:

· Comply with AmTrust procedures, policies and regulations as relevant to remit. 
· Ensure you and your direct reports 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. Ensure your direct reports complete and log any required CPD]. 
· Complete the annual Performance Review process for all direct reports, to include completing a thorough assessment as it relates to performance against delivery in post, the core competency framework and conduct standards. Ensure appropriate objectives are set, learning and development plans completed and that any performance or behaviour not meeting expectations is managed promptly and appropriately.
· 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.
Qualifications, Experience, Competence
Qualifications

· Insurance professional or other relevant qualification (desirable)  

Experience 

· Relevant previous work experience in a delegated claims role 
· Relevant experience of FCA regulation in a financial services business providing or distributing products to retail consumers. Ideally general insurance. 
· Service / business enabler mentality.
· Reputation for independence and ethical decision-making – able to operate independently.
· Ability to interpret regulations and provide practical context.
· Highly organised
· Strong inter-personal skills
· Excellent Microsoft Office skills
· Ability to deal with all levels of the organisation.

Functional/Technical Competencies 

· Strong knowledge of the applicable regulations; able to interpret regulation and provide practical context 
· Able to develop and maintain robust processes, procedures and control frameworks. 
· Able to effectively manage third party providers and the associated service level agreements.
· Able to develop appropriate KPIs and associated reporting to ensure performance standards are maintained and evidenced. 
· Highly organized and methodical with strong attention to detail. 
· Excellent IT skills. 
· Management & Leadership.	
· Teamwork.
· Models Company Values.
· Managing Performance.	
· Business Competence & Technical Knowledge

Core AmTrust Behavioural & Professional Competencies (Management) 

Leading Others: Leads by example; enables and empowers the team to perform at their highest level through establishing clear objectives and providing meaningful direction; ensures everyone understands their part in achieving department and business goals; facilitates delivery and supports the removal of barriers; engages in regular two-way dialogue and provides regular and candid feedback and coaching; is fair and consistent in the management of the team; promotes equality and opportunity; recognises contribution and celebrates success; fosters a positive and high performing environment.

Business Acumen: Understands core insurance principles and the terminology and practices of the business as appropriate to their role; ensures that their team understands the connection between their own work and other areas of the business; is aware of external industry and environmental factors and the impact that these may have on the organisation; is innovative in outlook and determines the appropriate risk and reward balance in driving meaningful business results.

Relationship Management & Customer Focus: Builds and maintains strong internal and external customer and other strategic/provider relationships; effectively identifies and considers customer needs while balancing business needs; makes decisions that add value for the customer; ensures responsibility for and delivery against agreed service levels and commitments; strives to deliver excellence and innovates to deliver solutions; ensure that that all our customers are treated fairly and receive good outcomes in accordance with our regulatory requirements.

Risk Management:  Is able to identify, prevent and/or mitigate through effective controls or timely remedial action common areas of business risk for their functional or business area; establishes and maintains an appropriate control environment; ensures the timely reporting of any risk related matter to the appropriate party; ensures the timely closure of internal audit actions; takes responsibility for and drives 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 and transparent agendas; adapts style and messaging appropriately; seeks out and listens to the opinions of others; promotes an inclusive culture that values diversity.

Continuing Professional Development: Proactively keeps up to date with regulatory and professional changes; ensures that both they and the team maintain the required knowledge and skills to perform in post and undertake all required / mandatory training; encourages and facilitates an environment of continuous learning and self-improvement; puts measures into place to ensure annual Continuing Professional Development (CPD) obligations are achieved as appropriate to both self and team.

AmTrust Values: Able to demonstrate and role model AmTrust’s values: Excellence, Innovation, Integrity, Responsibility, Inclusion and Teamwork.

Conduct Rules: the FCA Conduct Rules, PRA Conduct Standards and CBI Common Conduct Standards    
(see above).
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