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	[bookmark: _Hlk98838395]Job Title
	Claims Adviser

	Reporting to
	Head of Specialist Claims 

	SMCR/CERT role
	N/A 

	Department
	Claims

	Revision Date
	Apr 26



Position overview
The role encompasses three main responsibilities. The first is to manage risk exposure in respect of commercial and personal claims by monitoring the litigation and reporting on any key developments. The second role will require approving activities of authorised representatives and the subsequent approval of payments under the policy.  The third involves auditing selected cases that have the benefit of insurance funding.

The person occupying this role will also be expected to participate in Arc’s wider business development and customer service objectives.

[bookmark: _Hlk98838409]Essential Job Functions
In this role, you will work closely with the wider Claims Team in order to understand the legal expenses insurance policies.  You will be required to provide a high level of customer service to policyholders and clients. Duties will include:

· Handle a variety of claims submitted to the claims department.
· Assist in the audit of cases.
· Develop and maintain relationships with key brokers, coverholders, third-party service providers and solicitors.
· Co-ordinate and work with supporting disciplines (actuarial, claims, legal etc.) in order to enhance existing claims management processes.
· Support all compliance initiatives and/or regulatory requirements relating to legal expenses insurance.
· Reviewing cases to ensure policy conditions have been met;
· Answering telephone calls as required and dealing with policy related, and other queries from policyholders;
· Liaising with policyholder to ensure their case can be assessed appropriately and where necessary requesting further information;
· Liaising with brokers, intermediaries and other clients as required;
· Providing instructions and liaising with counsel in cases where external advice is required;
· Dealing with panel solicitors in relation to policy issues and to assist policyholders where necessary;
· Promoting effective work practices, working as a team member, and showing respect for co-workers

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 Group 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
Work Experience & Qualifications 
· Experience in working with in the insurance industry and in particular legal expenses insurance.
· Experience working in a regulated industry.  
· Educated to degree level preferred
· Legal or insurance qualifications preferred

Knowledge, Skills and Abilities
· Strong legal knowledge required;
· Ideally, an understanding of insurance and general principles related to legal/insurance claims; 
· Sufficient knowledge of information technology and ideally will have previous experience with case management systems; 
· Well-developed and professional interpersonal skills; ability to interact effectively with people at all organisational levels of the firm;
· Experience of working in a large, global organisation;
· Ability to work unsupervised, exercise leadership and influence change;
· Excellent writing and presentation skills;
· Excellent telephone manner and a passion for customer service;
· Ability to manage time well, prioritise effectively and handle multiple deadlines.
· Ability to use independent judgement and discretion when making decisions; 
· Knowledge of PC applications, including MS Office.

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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