Claims Representative (CR) Job Profile:

1. The CR must be very outgoing, friendly, and helpful, and people oriented. 
2. The CR shall maintain work habits that are in accordance with the WWCC employee policy as outlined in the WWCC Employee handbook. 

3. The CR shall dress in an appropriate and professional manner as outlined by WWCC policies.

4. The CR should have excellent organizational and communicational skills.

5. The CR should have the ability to adapt to daily changing circumstances

6. The CR should maintain their working area in an organized and clean condition.

7. The CR should advise the owner and/or LM of any potentially hazardous conditions or damaged tools and/or equipment and take the appropriate action to correct any potentially hazardous conditions. 

8. The CR should continuously strive to improve efficiency in the facility and the overall operation of WWCC and be willing to participate in shop meetings and training programs which are sponsored by WWCC.

9. The CR should maintain a good work attitude and cooperate with fellow WWCC Employees.

10. The CR must have strong auditing skills.

11. The CR must be very thorough in their documentation processes.

12. The CR should be able to multitask.

13. The CR should be proficient in data entry. (I.e. keyboarding skills)

14. The CR should exercise the WWCC Phone Skills etiquette. 

15. The CR should have basic math skills, which includes the use of calculators. 

16. The CR should be proficient in the use of Microsoft Office (Excel, Word, Power Point, etc.)
17.  The CR should provide assistance in resolving any customer concerns and/or complaints.
Claims Representative (CR) Job Description:

1. The CR should greet all customers when they enter the office in a timely and professional manner. 

2. The CR should greet customers and engage in business conversations when the TCSR is busy.

3. The CR should offer refreshments to the customers.

4. When in personal contact with the customer, the CR should maintain a polite, courteous attitude and refer any problems to the appropriate Team Coordinator and/or Location Manager.  

5. The CR is the primary person responsible for answering the phones and should attempt to answer the telephone according to the WWCC Phone Answering SOP’s.

6. The CR should take messages, on a message pad, and forward them to the appropriate WWCC employee as needed.  

7. The CR should ensure that the Customer Beverage Cooler is stocked daily.

8. The CR should inspect and ensure that the Customer Bathroom(s) are cleaned daily and stocked appropriately. 

9. The CR should maintain the customer waiting area (to include the magazine area).

10. The CR should write up Repair Orders (RO’s) when required.

11. The CR should verify that parts have arrived and notify the customer the day prior to their D.O. Appointment, according to the WWCC Day Prior to Drop Off SOP’s.

12. The CR is responsible for writing up Repair Orders during the Damage Review Appointment (DRA).

13. The CR should gather and input vehicle mileage during the D.O. Appointment. 

14. The CR should ensure that all RO’s have a signed authorization form in file. (Including tow-ins)

15. The CR should ensure all Towed in vehicles have an RO written and that the tow bill is entered into the RO appropriately.

16. The CSR/CR should monitor to ensure that all vehicles are moved in order not to block the front office area. 

17. The CR should ensure that all dropped off vehicles have a clear pouch with the appropriate paperwork placed in the vehicle. 

18. The CR should assist in scheduling appointments, according to the WWCC Scheduling Appointments SOP’s.

19. The CSR/CR should be able to properly receive payments from the customers, input payments into the management system, use the check/credit card machine as needed, and handle all the administrative aspects of delivery. 

20. The CR should mail out Thank You Cards.

21. The CR should write up Night Drop Off’s.

22. The CR should be proficient in the use of WWCC management and estimating systems. 

23. The CR should monitor the WWCC phone answering service regularly.

24. The CR should be capable of performing the assigned tasks during a DRA, D.O., or estimate appointment. 

25. The CR is responsible for performing all customer call logs as required by WWCC Management. 

26. The CR is responsible for reviewing all payments/payment methods/payment policies with customers and with insurance personnel prior to the customer arriving to take delivery of their vehicle.

27. The CR shall maintain all receivables within a 30 day time period. 

28. The CR shall input revised estimates and/or supplements as needed.

29. The CR is responsible for scheduling sublet work (i.e. Glass work, interior repair, painted stripes, etc.)

30. The CR is responsible for notifying customers when their vehicle is completed reviewing payment information, and to inform them of the hours of operation.

31. The CR is responsible for notifying the Insurance Carriers of Supplemental Requests on behalf of the TC.

32. The CR is responsible for assisting the TC with continual follow-up on the supplements that have not been approved. 

33. The CR is responsible for the final billing of all Repair Orders.

34. The CR is responsible for scheduling any/all alternate transportation needed by a customer, to include rental cars.
35.  The CR should assist customer in setting up rental reservations or other means of transportation. 

