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ROLE PROFILE       

       
ROLE PROFILE

	JobTitle: Team Administrator (Model Office)

	Current Job Holder(s):  

	Department:  Operations Support

	Date Created/By:  


	DEPARTMENT DESCRIPTION

The MPS case handling process is designed to ensure efficient and timely case handling, providing a world class administration service through multiple communication channels enabling an “easy to do business with” service for our members and claims/cases administration internal colleagues to include: 
· New Matters
· Case Updates & Reviews
· Closures 

· Supporting the teams in the timely administration of their cases
· Compliance with all audit and regulatory policies, procedures and regulations.




	JOB PURPOSE
To provide administrative support as part of a multidisciplinary case handling team ensuring that:
· Member First - making members/internal customers and their needs a primary focus of one’s actions; developing and sustaining productive Member/customer 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

· Being aware of SLA/KPI standards and being watchful over a period of time for each task undertaken to ensure compliance/achievement of these standards.
· Generate data exception reports to check and maintain data integrity 

· Monitor and adjust resources to ensure adherence to Department SLAs and targets



	RESOURCES MANAGEMENT

Management responsibility for:  N/A
Reports to:  Ops Support Team Leader
Budgetary/financial framework:  N/A



	KEY RESPONSIBILITIES
Work collaboratively with internal colleagues, on a co-located basis where required, providing an effective and proactive administration service to the relevant handling and technical resources.  
Support the team/pathway to facilitate timely and efficient response to members and others, helping the team/pathway and the department to meet its internal and external service level and performance targets.
Relevant tasks may include:

· Liaison with members and other third parties on behalf of the pathway or team to chase required documentation/reports and ensure deadlines for the return of this information are met.
· The achievement of SLA/KPI and compliance performance objectives as specified by your line manager

· Ensuring documents on Sharepoint are correctly identified and labelled

· Ensuring data integrity and completion of missing data within the CRM system where appropriate

· Producing standard letters and tailored correspondence for members and third parties ensuring deadlines are met.

· Delivering team and/or individual targets to ensure they are consistently met and exceeded in accordance with MPS Developing exceptional Staff (DES).

· To comply with applicable professional ethical guidance and all relevant internal and external rules, policy and procedures, including those relating to Health & Safety, Data Protection, IT security and all those contained within the issued Staff Handbook.  Adheres to the business rules relevant to the role, which are subject to change from time to time.

· Administration support to case handlers from start to finish of a case, within the agreed SLA’s, including opening and closure of the case.

· Liaison with third parties, members and experts, under supervision, as required

· Production of standard and tailored correspondence as  required to support the team/pathway

· Arranging case related payments

· Organising case related travel arrangements for case handlers and third parties as required.
· Accurate and efficient completion of duties as defined by your line manager

· Continuous learning.  Actively identifying new areas for learning, regularly creating and taking advantage of learning opportunities 
· Working collaboratively with internal colleagues, on a co-located basis where required, in the delivery of case administration and service to members 

· Ability to interpret /analyse all possible variations of member communication and cases/claim details to draw out from this MPS required detail and enter as appropriate on MPS supporting systems
· Undertaking other duties and tasks that from time to time may be allocated that are appropriate to the grade or role.



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

· A minimum of 4 GCSEs or equivalent (Grade A-C) including English language and mathematics

Required Experience:

· Experience in working within a busy office environment, working to short deadlines and delivering accurate, relevant output
· Office administration experience
· Microsoft Office (Word/Excel) literate
· Teamwork bias 
· Ability to quickly develop or have existing high standard of MPS technical knowledge, supporting IT systems and how to navigate through them efficiently
· Ability to communicate effectively
Desired Experience:
· Working knowledge of protocols for claims and/or non-claims work
Ideal Abilities/Skills/Knowledge:

· Knowledge of legal system and legal terminology

· Knowledge of Medical and Dental terminology

· Knowledge of UK and global geography



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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