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ROLE PROFILE       

       
ROLE PROFILE

	Job Title:  
Quality Administrator
	Current Job Holder(s):  

	Department:  
Member Operations
	Date Created/By: James Caves 14/08/15 


	DEPARTMENT DESCRIPTION

The Professional Services Division (PSD) covers Medical Services, Claims & Legal and Dental who provide advice, assistance and support to its 290,000 members worldwide.  This includes Medicolegal Advisers, Dental-Legal Advisers and Claims Managers, Consultants, Administrators and Secretaries based in three UK offices (London, Leeds and Edinburgh) and through international consultants and agents around the world.




	JOB PURPOSE
To complete Quality Assessment checks within PSD & provide administration support to Quality Assessors. 


	RESOURCES MANAGEMENT

Management responsibility for:  None
Reports to:  Policy & Practice Manager
Budgetary/financial framework:  None



	KEY RESPONSIBILITIES

· Establish and complete quality assessment checks within PSD.
· Provide administration support to Quality Assessors by arranging feedback sessions, updating & distributing documentation & ad-hoc reporting/requests.
· Evidence your own impact and performance improvements through business KPIs. 

· Ensure strong positive working relationships to provide internal support functions, for example the preparation of reports, coaching material, training delivery
· Understand member groups and what delivers world class service.
· Undertaking other duties and tasks that from time to time may be allocated to the jobholder that are appropriate to the grade or role

· Complying with applicable professional ethical guidance and all relevant internal rules, policy and procedures, including those relating to Health and Safety, Data Protection, IT Security and all those contained within the issued Staff Handbook

· Working as part of a team, contributing to achieving team targets


	MAIN JOB REQUIREMENTS AND PERSON SPECIFICATION
Education/Qualifications/Training:

· Educated to GCSE Level 
Specific Experience:

· Experience within Customer Service, specifically telephony and written experience (multi-channel would be an advantage)

· Member First Adopter - making Members and their needs a primary focus of their actions; developing and sustaining productive Member relationships.

· Quality Orientation -accomplishing tasks by considering all areas involved, no matter how small; showing concern for all aspects of the job; accurately checking processes and tasks; 

· Continuous Learning - actively identifying new areas for learning; regularly creating and taking advantage of learning opportunities; using newly gained knowledge and skill on the job and learning through their application. 

· Plan/ manage my own workload including monthly quality assessment checks and ad-hoc requests.

Abilities/Skills/Knowledge:

· Fully PC literate and up to date with all core applications: Word, Excel and PowerPoint

· Demonstrate a goal and target orientation.

· Ability to manage a number of diverse activities simultaneously.




JOB EVALUATION FACTORS – (relevant information required for JE but not covered above.   Once formally used for JE this information may be stored separately from the main text of the JD) 

Example factors:

1. EXPERTISE – What expertise is required for the type of work carried out by this role? What is the key purpose of the role and how does it differ from roles above and below?
· Requires some previous administration experience, ideally in a customer service environment. 

· Requires knowledge of core applications, Word, Excel & PowerPoint

· Accuracy & attention to detail is vital
2. COMPLEXITY – How complex and ambiguous are the problems that are encountered by this role and the type of decisions that are made at this level?
· Problems would be routine, with simple, rehearsed solutions. They would not be expected to make major decisions & would have a point of referral. They would be expected to manage their own time.
3. IMPACT – What is the overall impact of this role on the organisation and the scope for driving the organisation forward? What is the influence of the role on the internal organisation and its employees/associates?
· The role would most be made up of predetermined tasks, quality checking set reports for clear yes/no answers.

· They would be providing administration support for Quality Assessors & would need to be aware of the impact of affecting their time. 
4. INFLUENCE – What types of relationships are required in this role? What type of communication, influencing and persuading skills are required for this role?
· This role does not involve managing anyone & does not involve one on one interaction in a coaching/feedback scenario.

· They will regularly interact with MLAs/DLAs & solicitors   
5. RESOURCES – What resources are they responsible for managing? People, technology, finance and third party relationship management.
· They are not responsible for people, equipment or budgets

· They largely independent and responsible for only their own work, although they will impact the diaries of MLAs/DLAs & solicitors when booking in feedback slots.
I confirm that this is a true and accurate reflection of this job 
JOBHOLDER  signature:

Print Name: 
Date: 
LINE MANAGER/SUPERVISOR signature:

Print Name: 
Date: 
HEAD OF DEPARTMENT (if different from Line Manager above) signature: 

Print Name; 
Date: 
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