

	Role Structure
	Role Details 

	Directorate:
	Economy and Environment

	Grade:
	HC7

	Location:
	Hereford/Flexible

	Responsible to:
	Group Manager – Highway Asset Management


Job Description

Job Role: Highway Claims Officer

Service: Highways
	



The role involves overseeing and ensuring the efficient management and delivery of the claims process related to the Highway network. It also includes coordinating the Council’s Statutory Defence Process in accordance with Section 58 of the Highways Act 1980. Additionally, the position requires providing essential technical support to the Group Manager by administering statutory, professional, and local protocols in response to claims, service requests, complaints, and other demands, while serving as a key liaison between the public and the Highways Team.

	Key Duties and Responsibilities
The jobholder will be expected to complete the responsibilities / accountabilities effectively in order to deliver the key objectives of the organisation
	Frequency of Task

	· To manage the claims process associated with claims negligence made against the Council in relation to incidents on the highway network and ensuring data accuracy is maintained at all times.
	· Daily

	· Coordinating and managing the statutory defence process under Section 58 of the Highways Act 1980, ensuring that all legal requirements are met to protect the Council from liability claims relating to highway maintenance.
	· Daily

	· Liaising with legal teams, insurers, and other relevant stakeholders to provide evidence and technical advice in relation to claims against the council.
	· Daily

	· Assisting with the review and update of risk management procedures and protocols related to highway maintenance, ensuring they align with best practices and legal requirements.
	· Annually

	· Collaborating with operational teams to ensure that any identified defects or hazards are promptly addressed in accordance with established policies and procedures.
	· Weekly

	· Monitoring and analysing claims data to identify trends and areas for improvement in the council's highway maintenance practices.
	· Monthly

	· Preparing reports and presentations for senior management and other stakeholders on the effectiveness of the council's Section 58 defence processes.
	· Daily

	· To investigate and obtain relevant information and produce the appropriate reports associated with claims made against the Highway Authority, this will include on-site investigations.
	· Weekly

	· To liaise with both internal and external stake holders in relation to claims to enable claims to be processed effectively and efficiently.
	· Daily

	· To attend court on behalf of the Council in relation to claims, as and when required.
	· Weekly

	· To ensure that effective communication is provided within the team, to the customer, partners and stakeholders associated with the work the team carries out.
	· Daily
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Person Specification


	Requirements
	Essential or   Desirable
	Identified by

A – Application I – Interview

	Qualifications and Training

	· Educated to HNC/HND (Level 4) or equivalent 
	Essential
	A, I

	· City & Guilds 603 – Highway Inspection and Monitoring Qualification with LANTRA.
	Desirable
	A, I

	· Category B driving licence
	Essential
	A, I

	Experience & Knowledge

	· Have substantial experience and a working technical knowledge of Highways Act 1980 and associated legislation and a number of service areas associated with Highway services, e.g. Highways maintenance, flooding, winter service etc.
	Desirable
	A, I

	· Have substantial experience in dealing with customer complaints and requests for service.
	Essential
	A, I

	· To have substantial experience in responding to technical issues associated with Highways and the ability to understand and accurately identify the problem and action required.
	Desirable
	A, I

	· Experience in the management and processing of pubic liability claims associated with Highway Services.
	Desirable
	A, I

	· Experience in data gathering and analysis.
	Essential
	A, I

	· Experience in the organisation of a varied workload in order to meet changing priorities and managing customer expectations to ensure an efficient service is delivered
	Essential
	A, I

	Skills and Abilities

	· Good oral and written communication skills.
	Essential
	A, I

	· Good IT skills across a range of software used in the Highway area of services
	Desirable
	A, I

	· Good interpersonal skills.
	Essential
	A, I

	· Good organiser who can prioritise many competing demands from multiple customers and stakeholders.
	Essential
	A, I

	· Inclusive team worker who can work collaboratively across boundaries and achieve performance and results.
	Essential
	A, I







All council staff have a duty to promote the welfare of children, young people, and adults with care and support needs at risk of abuse and neglect who cannot take steps to protect themselves. Ensuring you attend mandated safeguarding children and safeguarding adults training to enable you to recognise the concerning behavior, know how to talk about it, and consent/duty to share information effectively. You will also learn about the legalities and procedures the social care staff can take.

Our Values and Behaviours

The council’s THRIVE core values are our guiding principles and beliefs that shape our culture and behaviour within the council. ​They help us to achieve our Council Plan vision “do our best for Herefordshire” acting as our DNA and the “way that we do things around here”.  We expect all colleagues to act as a role model by living our values and setting an example for others.  ​Our values strive to promote a thriving workforce by fostering a culture of trust, being honest and responsible, inclusive, valuing people and resources and leading with empathy. 

Trust - Developing and maintaining relationships based on a culture of transparency and open communication. Supported by integrity and the confidence that you are reliable and fulfil commitments.
Honesty - Demonstrating truthfulness, integrity, and transparency in all communications, decisions, and relationships. Being trustworthy, reliable, and accountable for your actions. Acting with sincerity and fairness, even in challenging situations.
Responsibility - Taking ownership of individual and collective actions, decisions, and delivering on commitments. Being reliable, fulfilling obligations and being accountable for outcomes and results. Proactively contributing to the achievement of your own, the team and council goals.
Inclusivity - Embracing diversity, equity and inclusion by recognising and valuing the unique perspectives, backgrounds and experiences of our staff, customers and residents. Creating an environment where every individual is valued, respected and can belong.
Value - Upholding high standards, ethics and integrity to guide our actions and decisions. Demonstrating commitment to creating and delivering value in our work by recognising and appreciating each other, our resources, processes, customers, community and environment.
Empathy - Demonstrating a genuine and caring understanding of others' feelings, perspectives, and experiences. Listening attentively, acting with compassion, supporting with respect and kindness and considering the impact of our actions on others.
.
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