
 
At nib, we believe status quo is death. We admire diversity of thought and seek out people 
with an intrinsic need to make the world a better place. We pride ourselves on our 
innovative and passionate approach in offering Kiwis affordable, world-class health 
insurance. 

If you are passionate about health claims and getting it right for the customer, then we 
already have something in common! 

 
What’s in it for you? 

 
• Work in a flexible, innovative environment that thrives on collaboration 
• Work for a company that cares for their people and their clients 
• Remote-friendly, inclusive workplace with great offices in Auckland and Australia 
• Free health/life/income protection insurance + discounts for family 
• 22 days annual leave 
• Short Term Incentive scheme 

What you'll do 
As our Health Cover Consultant you will be assessing claims utilising your medical and 
product knowledge. They are not just the face of nib, but the heart of it.  You will enjoy 
talking to people on the phone as you make and receive calls assisting people with their 
queries. 
 
What we'd love to see from you: 
 
In this role we need someone that is compassionate and for whom making a difference to 
others is priority to them.    
 
You need to have a strong grasp of medical terminology (health insurance or medical 
experience) along with previous health insurance claims assessment experience.  Problem 
solving will come naturally to you, as does your an eye for detail.  You will love a challenge 
and take pride in the quality of your work and achieving great outcomes both your clients 
and team. 
 
If you’re ready to step into a role that will challenge and reward you on a daily basis with a 
company that cares, then we’d love to talk to you.  Don’t delay in applying as we will 
manage applications when they come through. Come join our nib team in the New Year! 
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Position Description 
 
Position Title Health Care Consultant 
Business Unit Operations 
Division nib New Zealand 
Location Auckland 
Reports To Team Leader, Customer Care 
Direct Reports None 
Compliance Category N/A 
 
What you do and why you do it 

The purpose of this position is to contribute to the success of nib and the Digital and Customer team 
facilitate superior business growth by: 
• Supporting Customer Care outcomes by accurately loading, preparing and assessing claims received in 

accordance with Company policy and standards and service level agreements 
• Establishing ongoing constructive relationships with all our customers to build superior service and 

customer satisfaction 
• Support the Customer Care with queue management as required ensuring great service is provided to 

customers. 

 
Key responsibilities Key expected outcomes 
• Assist in minimising risk by efficient underwriting practices and 

assessment of claims in line with product offer. Provide service 
excellence in all contacts with clients 

• Assess claims within the terms and conditions of coverage. Meet and 
exceed all client’s needs and expectations by processing claims and 
correspondence within service level agreement standards 

• Service excellence – regularly meet or exceed set service level 
standards of claim and pre-approval turnarounds. Provide accurate, 
professional and courteous advice to all clients 

• Claims assessment in line with terms and conditions of coverage, 
utilizing medical knowledge and medical consultants’ input where 
necessary 

• To ensure all contact on the telephone is efficient and professional, all 
calls answered within the service level agreements standards.   

• Proactively support the general queue and meet service requirements 
while doing so. 

• To ensure that nib procedures and standards are adhered to 
• To perform effective risk assessment practices 
• To develop, maintain and enhance key working relationships with all 

customers, advisers and third parties 
• To build excellent internal relationships by ensuring the free flow of 

information and resolve any issues and conflict where it arises 
• To provide support services to other parts of nib as and when required 
• To update the Claims and Underwriting Manager of any issues in a 

timely and accurate manner 
• To set and regularly review objectives and development plans in 

conjunction with your Team Leader to ensure ongoing personal growth 
and effectiveness 

• Claims logged on BOA 
and assessed within 
service level agreement 
standards 

• Customer satisfaction 
survey results maintained 
at expected standards 

• Goals and objectives met 
and exceeded 

• Accuracy levels 
maintained at expected 
levels 

WHS responsibility  
• Implement and comply with the nib WHS Management System. 
• Take reasonable care for own health and safety as well as the safety of 

others at the place of work. 

• Achieve personal safety 
as well as ensure the 
safety of other workers 
and visitors to nib’s 
workplace. 
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Compliance 
• Meet obligations required for the compliance category of this position. 

• Compliance training 
and/or reporting 
obligations completed. 

 
 
nib Values  

Customers have choices The status quo is death 

Without taking risk we cannot grow If it’s worth doing it’s worth doing better than 
anyone else 

Extraordinary things are done by extraordinary 
people We before me 

Smart is cool Everyone deserves to be treated with respect 

Making the world a better place Being accountable 

 
Capability Framework 
 
Capabilities 

Capabilities are the underlying skills, knowledge and attributes that are necessary for an individual to 
effectively perform a job. This survey asks for feedback on the core and leadership capabilities of the 
employee. There are 6 capabilities to review and provide feedback. 
 
Core capabilities - are the skills, knowledge and attributes required for all employees. They have been 
identified as critical for all employees to be successful in their roles. 
 
Leadership capabilities - are the skills, knowledge and attributes required for all employees who perform in 
a leadership role. While these capabilities are mandatory for all people manager roles, they may be selected 
for other roles as required as a job-specific capability. 
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Displays Expertise 
• Effectively applies specialised knowledge and skills to perform work tasks 
• Keeps own technical and job-related skills current, constantly learning new things related to area of 

expertise by participating in conferences, associations, training programs and other activities to 
maintain a high level of technical expertise 

• Shares technical and subject matter expertise with others and helps develop others’ knowledge and 
understanding of technical or subject matter issues 

• Understands and masters the technical skills, knowledge and tasks associated with role 

Level of Complexity: General Level 

• Emphasis on recognising immediate implications of own work and actions 
• Interactions are primarily with internal/external customers and colleagues 
• Impact primarily on one’s self 
• Responsibility is directed on own work practices 

 
Capabilities 
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Communication 

• Use honest, open, consistent and approachable verbal communication, treating others fairly, with 
respect and empathy 

• Actively listen, give and receive information and constructive feedback, and openly acknowledge 
people’s contributions and achievements 

• Cultivate and maintain productive working relationships, collaborating within and across teams 
• Treat sensitive information appropriately 
• Build rapport through verbal interaction and body language that is appropriate to the context and 

audience 
• Produce written documents clearly, concisely, grammatically correct and containing information 

necessary to achieve their purpose 
• Construct logical and fact based arguments, decisions and recommendations based on 

understanding, research and analysis 
• Use diplomacy and tact to negotiate in difficult situations 

Continuous Improvement & Change 
• Review own work practices and adapt to improve performance, efficiency and quality 
• Make suggestions and recommendations to enhance business processes so that the customer 

experience is enriched 
• Use creativity appropriately to improve processes and encourage others to do the same 
• Inform appropriate people about recurring problems, waste or inefficiency 
• Embrace change in a positive way and maintain open communication channels 
• Develop an understanding of internal and external developments that affect the business 
• Collaborate with others to share best practice and question existing assumptions and beliefs 

Planning, Prioritising & Decision Making 
• Approaches work in an organised and systematic manner, effectively managing tasks, information and 

requests 
• Gain information from applicable sources and ask the right questions to assess and interpret 
• Share information in a timely way with appropriate people 
• Constantly update knowledge regarding job relevant issues 
• Develop, implement and report on plans appropriate to your work area 
• Identify potential barriers or obstacles that may affect progress and take steps to address and resolve 

problems before they occur 
• Allocate time and attention based on what is most important to achieve key goals and objectives with 

the right balance of short and long-term wins 
• Effectively organises and balances tasks and priorities to keep multiple tasks on track 
• Demonstrate willingness to make decisions within role based on relevant information, with a clear 

rationale and considering potential consequences 
• Consult with others on problems and activities for effective decision-making 
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What you have (attributes, experience, qualifications and other requirements) 

Necessary: 
• Excellent communication skills – written and verbal 
• Keyboard skills and computer literacy 
• Strong client focus 
• Quality awareness 
• Problem solving ability 
• Diligent data entry, accuracy 
• Effective team player – willingness to participate 
• Self motivated 
• Initiative 
• Punctuality 
• Strong decision making skills - confidence 

 
Desired: 

• Strong grasp of medical terminology (preferably some medical background) 
• Previous medical claims assessment experience 

 
 
 
_______________________________ _______________ 
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