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IN-CONFIDENCE


Senior Claims Specialist 

Historic Claims
Our purpose
We help New Zealanders to be safe, strong, and independent.
Manaaki tangata, Manaaki whānau
Our values
Manaaki: We care about the wellbeing of people
Whānau: We are inclusive and build belonging
Mahi tahi: We work together, making a difference for communities
Tika me te pono: We do the right thing, with integrity
Our commitment to Māori
As a Te Tiriti o Waitangi partner we are committed to supporting and enabling Māori, whānau, hapū, Iwi and communities to realise their own potential and aspirations.
He whakataukī*
Unuhia te rito o te harakeke
Kei hea te kōmako e kō?
Whakatairangitia, rere ki uta, rere ki tai;
Ui mai ki ahau,
He aha te mea nui o te ao?
Māku e kī atu,
He tangata, he tangata, he tangata*
If you remove the central shoot of the flaxbush
Where will the bellbird find rest?
Will it fly inland, fly out to sea, or fly aimlessly;
If you were to ask me,
What is the most important thing in the world?
I will tell you,
It is people, it is people, it is people

* We would like to acknowledge Te Rūnanga Nui o Te Aupōuri Trust for their permission to use this whakataukī 
Position Detail
Overview of position
The Senior Claims Specialist works with claimants towards achieving redress and healing. This role provides end to end management of a claim from initial point of contact, listening to the experience and allegations of the claimant, answering questions about time in care, carrying out rapid payments assessment or individualised assessment as appropriate, preparing all necessary documentation, explaining the outcome of the claim process, through to closure of the claim. 
The Senior Claims Specialist is a senior position that has knowledge of and is able to perform all aspects of managing the claim, assessing the claim and communicating effectively with claimants throughout the life of the claim. 
NB This role does not include ordering, reading and redacting claimant files. 
Location
National Office, Wellington and Auckland
Reports to
Team Leader Claims and Assessment – Historic Claims 
Key Responsibilities
Relationship management
· Ensure claimants understand the claims process, including the external supports available as part of the claims process.
· Gather information from claimants about their experience in care, what they are seeking from the claims process and provide feedback on the outcome of the assessment and the next steps for the Claimant.
· Maintain constructive engagement with claimants and their supporters to identify the claimant’s needs and what will help to address their claim looking to meet these needs at the earliest possible opportunity.
· Identify support that may benefit the claimant and explain options so that the claimant can make an informed decision.
· Provide information about the claimant’s time in care including a timeline where appropriate, and respond in a trauma-informed way to any questions they may have.
· Prepare information for claimant feedback sessions to help offer an element of closure.
· Ensure the communication needs of claimants and their supporters are met throughout the claims process.
· Establishing and maintain close liaison and effective working relationships with external stakeholders (including Ministry of Education, Police, Oranga Tamariki, Corrections), law firms and counsel representing claimants, iwi, service providers at national and local levels
Achieve efficient resolution of Historic Claims
· Assess eligibility for the claims process and provide advice on options and next steps available.
· Ensure all relevant information required to support the claimant through the process is gathered.
· Prepare documentation to support the completion of the claim, including approval memos and the apology letter.
· Support the development and implementation of plans that support the Historic Claims team to resolve claims in a manner that is mana manaaki.
· Identify opportunities to partner with others to deliver a better service for claimants
· Promote a focus on claimants’ needs whilst balancing this with strategy, best practice, ensuring that the Ministry is complying with legislative and policy requirements. 
· Understand the constraints of the Historic Claims processes, but strive to be flexible and empathetic to individual claimants.
Assess Claims
· Provide information to the claimant to enable them to make an informed decision about which assessment pathway to follow.
· Complete allocated assessments, including calculating any recommended payment, and the supporting documentation required for approval of the assessment and recommended outcome.
· Synthesise large amounts of information into concise well-written assessments. 
· Provide advice to the Team Leader arising from case assessments and on specific issues as required.
· Ensure all relevant information is recorded through the assessment process to support delivery of the Historic Claims service.
Risk Management and Problem Solving 
· Identify risks and issues and work to identify creative and appropriate, Claimant focused solutions.
· Escalate risks, issues or barriers to seek support as appropriate.
· Capturing data about the work that you do to inform understanding of how the system is performing.
Information Management and Privacy
· Ensure client and employee information is stored securely and only disclosed to those with appropriate authority to protect privacy and confidentiality.
Additional Responsibilities
Embedding te ao Māori 
Embedding Te Ao Māori (te reo Māori, tikanga, kawa, Te Tiriti o Waitangi) into the way we do things at MSD. 
· Building more experience, knowledge, skills, and capabilities to confidently engage with whānau, hapū and iwi.
Health, safety, and security
· Understand and implement your Health, Safety and Security (HSS) accountabilities as outlined in the HSS Accountability Framework.
· Ensure you understand, follow, and implement all Health, Safety and Security and wellbeing policies and procedures.
Emergency management and business continuity
· Remain familiar with the relevant provisions of the Emergency Management and Business Continuity Plans that impact your business group/team.
· Participate in periodic training, reviews and tests of the established Business Continuity Plans and operating procedures.
Know-how
· Proven experience working with individuals affected by multiple issues including domestic violence and child abuse.
· A sound understanding of the needs of people who were harmed as a result of trauma.
· Proven ability to communicate and manage relationships professionally, maintaining boundaries whilst displaying personal attributes that include empathy and understanding towards the Claimant. 
· Highly developed analytical skills and a demonstrated commitment to developing and maintaining specialist skills and knowledge in own area of expertise.
· Knowledge of how the child protection system operated in Child Welfare Division, the Department of Social Welfare, or Child, Youth and Family desirable.
· Relevant tertiary qualification desirable. 
· Comprehensive experience in an analytical role.
· Ability to produce and high quality analytical/policy work.
· A knowledge of the machinery of Government, including Child, Youth and Family and the machinery of Government.
· A knowledge of practice and policy development processes.
· Demonstrated experience working with clients from different walks of life.
· Commitment to the Treaty of Waitangi and the development of a service that culturally responsive and incorporates tikanga Māori.
· Experience working with electronic document management systems. 
· Willing to travel to fulfill job requirements (may be up to 25% of their time at peak).
Attributes
· Excellent attention to detail
· Demonstrates empathy & emotional intelligence
· A positive outlook and supporting nature
· A demonstrated ability to persevere through periods of heavy workloads in stressful situations
· Exercises sound judgement and political sensitivity
· Highly effective communication skills
· Strong client focus
· Well-developed analytical and conceptual thinking
· Strong partnership builder
· Ability to manage operational complexity
· Able to build and maintain constructive relationships
· A demonstrated achievement orientation
· Well-developed learning agility
· Ability to build credibility quickly
· Resilience to deal with and recover from exposure to sensitive and potentially distressing information
· Collaborative and committed to work co-operatively as part of a team, and to be flexible in a changing environment	
Key Relationships 
Internal 
· Historic Claims team managers and staff
· MSD Legal Services
· Chief Executive’s Office
· Offices of the Deputy Chief Executives
· Other MSD employees
External
· Claimants
· Other government agencies including Oranga Tamariki, Police, Corrections, Ministry of Education, Ministry of Health
· Non-government organisations and providers of support services to claimants
· Members of the public 
· Lawyers and advocates
Delegations 

Direct reports – No

Security clearance – No

Children’s worker – No

Travel – Yes
Requirement to work and travel 
Driver’s licence required

HR Delegation Level – No

Financial Delegation level – No
Working in public service
In the public service we work collectively to make a meaningful difference for New Zealanders now and in the future. We have an important role in supporting the Crown in its relationships with Māori under the Treaty of Waitangi.  We support democratic government. We are unified by a spirit of service to our communities and guided by the core principles and values of the public service in our work potential and aspirations.
Ka mahitahi mātou o te ratonga tūmatanui kia hei painga mō ngā tāngata o Aotearoa i āianei, ā, hei ngā rā ki tua hoki. He kawenga tino whaitake tā mātou hei tautoko i te Karauna i runga i āna hononga ki a ngāi Māori i raro i te Tiriti o Waitangi. Ka tautoko mātou i te kāwanatanga manapori. Ka whakakotahingia mātou e te wairua whakarato ki ō mātou hapori, ā, e arahina ana mātou e ngā mātāpono me ngā tikanga matua o te ratonga tūmatanui i roto i ā mātou mahi. 
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