NC Rate Bureau
Information Center Representative
Position Summary:
Serve as first point of contact for handling customer inquiries. Utilize company resources, organizational policies, procedures and Information Center guidelines to provide complete, accurate responses. Employ call center methodologies and follow established processes in accordance with organizational standards to ensure quality and timely customer service.

Provide navigational and user support for the organizations web based applications and system tools. Act in a backup capacity for the administrative functions for the Assigned Risk area.
DUTIES & RESPONSIBILITIES:
Customer Focus

• Identify and resolve customer support inquiries completely, accurately and to the satisfaction of the customer.

• Schedule, assign or act on any required customer follow-up in accordance with Information Center guidelines.

• Assist customers with navigation and use of organizational applications and systems.

Educate them about the self-help resources available to them.

• Respond to inquiries concerning individual assigned risk applications and the assignment process.

• Assist agents with inquiries regarding the use of ManageAR online application system, the electronic funds transfer payment options, Web Security issues, technical and system navigation and trouble shooting.

• Respond to both internal and external inquires on the clarification and application of workers compensation rules as outlined in the Basic Manual, NCCI Scopes Manual, and the NCWCIP.
Data Entry

• Enter and update customer data in the Cherwell contact center database.

• Complete the electronic ticketing process to manage inquiries, requests, systems/application user support and subsequent solutions.

• Act in a back-up capacity for Assigned Risk administrative functions, to include entry of hardcopy applications, checks, payments, etc.

Documentation

• Complete necessary documentation to manage customer inquiries, requests and subsequent solutions.

• Enter and update customer data in the Cherwell contact center database.

• Complete the electronic ticketing process to manage inquiries, requests, systems user support, and subsequent solutions.

Ethical Conduct

• Maintain confidentiality of the organization's data and customer information.

Personal Development

• Participate in individual and team training events and meetings to ensure that industry knowledge is up-to-date.

Problem Resolution/Management

• Alert management of issues or concerns that require nonstandard escalation of support issues which may be indicative of a larger, underlying problem.

• Work Morning Assigned Risk Reconciliation Report, including troubleshooting any problems when it does not balance and bringing any discrepancies to the attention of Management and Finance personnel.

Process/Procedure Improvement

• Suggest contact center process improvements and participate in contact center initiatives for increased effectiveness.

Professionalism

• Faithfully and diligently fulfill the obligations of our Organizations as set forth in the statutes.

• Perform each task as efficiently as possible with absolute honesty and integrity.

• Treat your fellow associates and those you serve on behalf of the Organizations with dignity and respect.

• Continually strive to improve the Organizations through the use of every associate’s talents and creativity.

• Encourage participation and a sense of ownership from the members of our Organizations.
• Demonstrate fairness and consistency among all associates and encourage personal development.

POSITION SPECIFIC COMPETENCIES:
Analytical Thinking

• Strong analytical skills.

Communication

• Possess excellent communication skills (written, verbal, listening and interpersonal).

Computer Literate

• Strong computer skills, accuracy and speed required.

• Possess good typing/keyboarding and a good working knowledge of database systems and Microsoft Office products.

Dependability

• Adhere to work schedule as planned.

Organization Skills

• Strong organizational skills.

Problem Solving

• Excellent problem-solving skills.

Professionalism

• Positive, professional, customer-oriented attitude.

Teamwork

• Ability to work well in a team environment.

PRIMARY JOB REQUIREMENTS:
Education
High School Diploma, G.E.D. and/or equivalent experience
Experience
· Call center/customer service – 1 plus years’ experience required
· Insurance experience preferred
We are an equal opportunity employer.  

The Organizations do not discriminate against any associate or applicant because of age, religion, sex, race, color, sexual orientation, national origin, disability, veteran status, or any other protected status.
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