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	Title
	Mechanical Claims Assessor
	Approval Date
	

	Business Unit
	Autosure Insurance Limited 
	Location
	Auckland

	Reporting to
	Claims Ops Manager
	Direct Report
	Nil


Overview of Role
The Mechanical Claims Assessor is an experienced member of the Claims Team, responsible for the accurate and timely assessment and management of automotive mechanical and electrical breakdown claims.
The role manages the end‑to‑end processing of claims within approved delegated authority, applying sound technical knowledge, policy interpretation, and judgement to deliver fair, consistent, and customer‑focused outcomes. The Claims Assessor is expected to manage claims with increasing complexity and to appropriately identify and escalate higher‑value, higher‑risk, or complex matters in accordance with escalation guidelines.
The role demonstrates reliable, consistent performance, including accurate claim assessments, strong adherence to delegated authority and procedures, low error and leakage rates, effective communication, and positive customer service outcomes. The Claims Assessor also contributes to team performance through collaboration, knowledge sharing, and support for continuous improvement initiatives.
Relationships
	Internal
	External

	Claims Team Leader
Claims Operation Manager 
National Claims Manager 
Autosure management team 
All Autosure staff, primarily 
Claims Assessors 
Mobile Assessors 
Procurement Specialist

	Customers 
Workshops / Repairers
Parts suppliers
Independent Assessors / Investigators
Dealers / Agents


Key Accountabilities
	Accountabilities
	Performance Measures

	Claims management and processing
	

	Deliver high‑quality claims management and processing, providing professional, timely, and customer‑focused service at all stages of the claim’s lifecycle.
Assess and manage claims strictly within approved delegated authority, and in accordance with policy terms, procedures, and claims guidelines.
Accurately assess claim circumstances, establish claim liability, and determine appropriate outcomes in line with policy coverage.
	Accurate assessment and processing of claims, with all estimates, decisions, and settlements completed within formally approved delegated authority limits.
Low claims leakage and error rates, demonstrating strong attention to detail and sound judgement.
Prompt and efficient claim settlement in line with policy terms and key performance indicators (KPI’s).
Clear, complete, and audit‑ready claim file documentation.
Positive internal and customer feedback reflecting professionalism, responsiveness, and quality of service.
Effective contribution to team capability and performance through collaboration and support.

	Relationship Management / Customer Service 
	

	Know our customers and build strong relationships – matching the right solution to each customer’s needs. 
Provision of excellent service to both internal and external customers
	Customer satisfaction and stakeholder feedback meet agreed targets (responsiveness, professionalism, and first-contact resolution where appropriate).
Follow through on promises and go the extra mile to deliver great customer outcomes.
Quality dealer and repairer relationships are established, enhanced and maintained.
Expert handling of claims inquiries via telephone, email and in person, notifying acceptable claims and declinature and corresponding with all parties involved.

	Performance / Process Improvement
	

	· Identify improvements to claims processes, systems, and ways of working to enhance efficiency, quality, and customer outcomes.
· As required, support the testing, validation, and rollout of process or system changes, ensuring timely team adoption and consistent application.
Proactively seek, identify, and raise cost‑saving initiatives and more efficient ways of working within the claims function.
	· Effective participation in system or process testing, with changes successfully embedded into day‑to‑day operations.
Positive feedback from leaders and peers regarding contribution to operational improvement and problem solving.

	Claims Strategy
	

	Support the implementation and ongoing execution of Autosure’s Claims Strategy, ensuring day‑to‑day claims activities align with strategic priorities.
Deliver a seamless, cost‑effective, and customer‑focused claims service that aligns with Autosure’s Vision, Values, and conduct expectations.
	Contribution demonstrably aligns with the Claims Strategy, evidenced through KPI performance, achievement of service levels, and consistent customer outcomes.
Claims are managed in a manner that balances customer advocacy, cost control, and policy compliance, resulting in sustainable claims performance.
Positive customer experience and quality outcomes reflect strategic intent and reinforce Autosure’s values and brand promise.

	Personal development

	Develop and maintain proficiency in the use of Policy Administration and Claims Management systems required to perform the role effectively.
Attend relevant and value‑adding professional training courses and development programmes, as agreed in consultation with the Manager.
Complete all required Learning Management System (LMS) training within prescribed timeframes and to the expected standard.
Actively maintain and build contemporary technical, product, and industry knowledge, with development objectives agreed in discussion with the Manager.
	Demonstrated proficiency in required systems, evidenced through accurate claim processing, reduced rework, and effective system usage.
All mandatory LMS training completed within required timeframes and maintained at required certification or competency levels.
Active participation in agreed professional development activities, with learning outcomes applied effectively in day‑to‑day role performance.
Ongoing maintenance of technical, product, and industry knowledge, demonstrated through quality decision‑making, adherence to policy, and confident claim handling.
Constructive engagement in development discussions with the Manager, with identified development goals progressed and reviewed regularly.

	Health and Safety
	

	Ensure own safety and the safety of others around the office
Follow all Turners Automotive Group and ‘best practice’ safe work procedures, practices and instructions
Promptly report all work-related hazards, accidents, incidents, near misses, injuries and illness
Ensure the work area is free of potential hazards

	Meet standards as determined by the Manager, and/or the Health & Safety Officer
Follows the Turners Automotive Group and ‘best practice’ safe work procedures, practices and instructions
Immediately/promptly reports all work related hazards, accidents, incidents, near miss, injuries and illness
Ensures their work area is free of potential hazards

	General

	Any other duties as and when required to ensure continuity of business

	Achieve contribution levels and meet standards as determined by the Manager
Display a pro-active approach and provide support to others where required.


Qualifications and Experience
Essential
· NCEA Level 3 English and Maths or equivalent
· Computer literacy
· Mechanical qualifications

Preferred
· Previous experience in Mechanical Breakdown Insurance / automotive warranty claims administration
· Strong automotive diagnostic and technical capability
· Excellent communication skills

Specific Requirements
· Legal right to work in NZ as defined by Immigration NZ
· Mechanical qualifications and knowledge such as such as New Zealand Certificate in Automotive Engineering (Level 3)
Competencies
· Communication Skills (Verbal) – Orally communicates ideas, instructions, and information so that they are clearly understood by others in formal or informal situations
· Communications Skills (Written) – Writes clear, concise, and grammatically correct presentations, that others can easily understand
· Initiative – A bias for acting, making decisions and proactively doing things for both current and future opportunities.
· Interacting with People – Relates well with people from a wide variety of backgrounds.
· Managing Up – Demonstrates the ability to effectively manage upward through recognising when it involves one’s manager, what type and amount of information to share, and how best to implement goals and objectives
· Networking – Builds strong working relationships with others outside one’s team to enlist the support of both people and resources to complete tasks
· Personal Work Standards – Establishes high personal work standards and works to achieve them because of high internal motivation
· Customer and Personal Service – Knowledge of principles and processes for providing customer and personal services.  This includes customer needs assessment, meeting quality standards for services, and evaluation of customer satisfaction. 
· Customer Orientation – Is focused on identifying and understanding customer needs.  Expresses and acts on desire to assist others in a courteous and friendly manner.
· Adaptability – Responds positively to change.  Maintains effectiveness when confronted with new work situations or the uncertainty and ambiguity that comes with change.  Is open to new ideas, assignments and approaches.
· Problem Solving – Understands the factors/forces that shape customer (internal and external) needs (including private and institutional customers), easily comprehends the customer’s position and finds innovative and cost-effective solutions to problems.
· Accuracy – prepares and carefully reviews reports etc and ensures that they have internal consistency
· Attention to detail – pays close attention to the details of a project or course of action
· Negotiation – Explores interests and alternatives to reach results that gain the support and acceptance of all parties.  Wins concessions without damaging relationships.
· Office Administration – The ability to lead an effective administration team in supporting other company staff in the development of new business while maintaining relationships with existing businesses.
· Organising and Planning – Organises and plans work in advance, deciding on the most efficient or convenient manner in which to do assigned tasks or projects
· Performance to Budget – Makes sure work is done correctly, on time, and within budget, even if pressure must be exerted on others to do so.
· Report Preparation – Efficiently prepares various statistical and/or other reports clearly and legible
· Results Orientated – Ability to get the job done, even if it means working outside the accepted channels – taking uncharted paths but not jeopardising the company.

	Terms of Employment



The terms of appointment will be subject to a permanent individual employment agreement, and annual performance objectives and standards which will be discussed with and set by the Manager or their representative.
The position description is valid upon sign off by the Manager their representative, and acceptance of the position by the employee.  This position description remains a dynamic document and may be reviewed from time to time by the Manager their representative, as the requirements of, and other aspects impacting on, the role change.
Agreed
	Employee
	
	Manager

	
	
	

	Signed:
	
	Signed:

	
	
	

	Name:
	
	Name:

	
	
	

	Date:
	
	Date:
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