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Stockport Council

Job Description



	Post Title:            Insurance Claims Handler




Service Area:       Insurance
Directorate:         Corporate and Support Services

	Salary Grade: Scale SO1


	Responsible to:    CSS Manager Band 4 (Specialist) Insurance 
Responsible for:   No responsibility for other employees 



	Main Purpose of the Job: 

To provide an efficient and effective insurance claims handling service for Council Services, affiliated companies and external customers.


	SUMMARY OF RESPONSIBILITIES AND PERSONAL DUTIES:
KEY AREAS

1. Delivery of a quality claims handling service for claims estimated up to a specified value, as prescribed by the Corporate Director, Corporate and Support Services.

2. Interpret results of investigations, applying the circumstances to legal precedence, research case law and quantify damages including the collation and assessment of a range of factual information.

3. Liaison with Directorates and affiliated companies, and in particular regarding highways claims, to ensure effective management of claims and effective review of outcomes and lessons learnt.

4. Deal directly with the authority’s instructed solicitors in the event of litigation.

5. Attend Court to represent the Council and give evidence in cases of disputed claims, including consultation with solicitors and barristers, as required.

6. Maintain accurate and detailed records to enable the efficient operation of the service.

7. Monitor key performance indicators in relation to the management of claims and provide information to the Insurance Team Leader.

8. Produce reports and information to a professional standard and statements suitable for court presentation court proceedings / given evidence in court.  Working to tight timescales sometimes under pressure to meet settlement dates and court deadlines.

9. Write reports, memos, letters and emails to various parties including claimants, internal directorates, external organisations, insurance providers, insurance brokers and solicitors.  

10. Represent the Council, as appropriate, at internal and external meetings.



	JOB ACTIVITIES:

1. To deal with correspondence relating to allegations of negligence or breach of statutory duty in relation to Highway claims and other claims as required.

2. Carry out detailed investigation of losses and accidents leading to claims against the Council from initial claim through to completion.  Collect documents and other evidence in order to establish the facts and circumstances relating to public liability claims including site inspections with relevant individuals, the gathering of photographic evidence, the collation of relevant inspection and highway records and meeting with the relevant engineers / inspectors in line with the currently accepted legal protocols, taking statements and overseeing court hearings, as appropriate.

3. Carry out an early assessment on liability and other risks associated with individual claims / incidents and a robust case review focussing on high risk claims from the perspective of potential cost and reputation.

4. Repudiate at source any claim which is not the responsibility of Stockport Council.

5. Co-ordinate all requests for documentation from the Insurers and Solicitors, as required and ensure compliance with legal timescales.

6. Provide timely and accurate information and opinion to enable determination and negotiation of liability and quantum with third parties and legal representatives in order to protect the Council’s interests.

7. Repudiate liability in cases where the evidence and documents provide a positive defence.

8. Co-ordinate all claims and report facts / trends to the Insurance Team Leader.

9. To keep up to date with relevant developments within and outside of the authority.

10. Assist in the management review and development of staff, allocating work as necessary and providing advice and guidance as necessary.

11. Report opportunities to improve the profile, reputation or performance of the section to the Support Services Manager.

To work positively and inclusively with colleagues and customers so that the Council provides a workplace and delivers services that do not discriminate against people on the ground of their age, sexuality, religion or belief, race, gender or disabilities.

To fulfill personal requirements, where appropriate, with regard to Council policies and procedures, health, safety and welfare, customer care, emergency, evacuation, security and promotion of the Council’s priorities.

To work flexibly in the interests of the service. This may include undertaking other duties provided that these are appropriate to the employee’s background, skills and abilities. Where this occurs there will be consultation with the employee and any necessary personal development will be taken into account.
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Stockport Council
Competency Person Specification

 Post Title: Insurance Claims Handler
The criteria listed below represent the most important skills, experience, technical expertise and qualifications needed for this job role.  
Your application will be assessed against these criteria to determine whether or not you are shortlisted for interview.  Any interview questions, or additional assessments (tests, presentations etc.) will be broadly based on the criteria below.
	Competency
	SCORE
	Essential or Desirable
	Selection method 

A=Application

I=Interview

C=Certificate

T=Test

	
	0
	1
	2
	3
	4
	
	

	Substantial experience of insurance claims handling including knowledge of case law and the ability to quantify damages.
	
	
	
	
	
	Essential
	A, I & T

	Sound knowledge of the Woolf Protocol, Civil Procedure Rules.
	
	
	
	
	
	Essential
	A & I

	Experience of providing advice regarding minimising and managing risks.
	
	
	
	
	
	Essential
	A & I

	Experience of working in a busy and demanding environment and being able to work under pressure.
	
	
	
	
	
	Essential
	A & I

	An understanding of issues around confidentiality, data protection and information sharing between agencies and Council departments.
	
	
	
	
	
	Essential
	A & I



	Experience of LACHS (Local Authority Claims Handling System).
	
	
	
	
	
	Desirable
	A & I

	Experience in the delivery of excellent customer service. 
	
	
	
	
	
	Essential
	A & I 

	Ability to deal sensitively with confidential matters and demonstrate tact and diplomacy.
	
	
	
	
	
	Essential
	A & I

	Ability to communicate effectively with officers at all levels and with external organisations such as the Council’s insurance companies, solicitors etc.
	
	
	
	
	
	Essential
	A, I & T

	Experience of having carried out interviews, taking statements etc.
	
	
	
	
	
	Essential
	A & I

	Self motivated and pro-active in managing own workload effectively in order to meet deadlines.
	
	
	
	
	
	Essential
	A & I

	Good analytical skills with the ability to establish key issues.
	
	
	
	
	
	Essential
	A & I

	Ability to make effective use of IT packages such as Microsoft Office.
	
	
	
	
	
	Essential
	A & I

	Willingness and ability to adapt to frequent change.
	
	
	
	
	
	Essential
	A & I

	A legal or insurance qualification e.g. the CII.
	
	
	
	
	
	Desirable


	A, I & C

	Communicating Effectively


	
	
	
	
	
	Essential
	A & I

	Being Customer Focussed


	
	
	
	
	
	Essential
	A & I

	Effective Team Working


	
	
	
	
	
	Essential
	A & I

	Personal Organisation and Effectiveness
	
	
	
	
	
	Essential
	A & I

	Personal Development


	
	
	
	
	
	Essential
	A & I

	Making the Most of I.C.T.


	
	
	
	
	
	Essential
	A & I

	Working Safely


	
	
	
	
	
	Essential
	A & I

	Understands and actively supports Stockport Councils diversity and equality policy.
	
	
	
	
	
	Essential
	A,I

	To meet Stockport Council’s standard of attendance.
	
	
	
	
	
	Essential
	A, I

	A willingness to be flexible in a changing environment 
	
	
	
	
	
	Essential
	A, I


Scoring key

0 – Not met essential criteria

1 – Partially meets essential criteria

2 – Meets criteria

3 – Exceeds criteria

4 - Exceptional

Competencies

The main purpose of the above competencies is to define the standards of behaviour required by the organisation. All employees are expected to perform satisfactorily to the generic employee competencies which are reviewed as part of Council's Employee Performance and Development Review scheme for all employees. 

	Competency


	Definition

	Communicating Effectively


	· Communicate effectively face to face, by telephone or written word with a diverse range of people

· Make effective use of new technology in communications contribution



	Being customer focussed


	· Provides excellent customer service

· Develops and maintains positive working relationships with customers

· Contributes to the continual improvement of services



	Effective Team Working


	· Develops and maintains positive working relationships with other team members

· Develops positive working relationships with other teams both within and outside the organisation (e.g. “colleagues” in the voluntary sector or health service) 

· Contributes to the achievement of team goals



	Personal Organisation and Effectiveness


	· Achieves personal objectives on time and to the agreed standard whilst having consideration for the effect on others

	Personal Development
	· Take responsibility for the development and learning of self and others



	Making the most of Information and Communications Technology
	· Can operate all technology necessary for the job role

NB: Elements of this competency may not apply to all job roles across the Council



	Working Safely
	·  Follows the Council and Service specific  Health and Safety Policies

· Follows local health and safety procedures / practices
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