Matt Kirkham - CV
Email: mkirkham.mac@icloud.com
Contact Number:  07768494092
Address: 5 Fox Close, Hethersett, NR9 3RN

PERSONAL STATEMENT
I am efficient, reliable, and hardworking with over 10 years of experience working in customer service roles within insurance, hospitality, and retail. I have excellent skills in customer relations, communication, and teamwork. I am now looking for an opportunity to expand my skills further and take on a new challenge.  I have a full UK driving license and own my own car. References as required.


EMPLOYMENT and TRAINING

Company Name: Aviva
Position: Motor Claims Handler – Commercial and Personal Insurance
Job Dates: August 2019 – February 2021 & July 2021 - Present
Job Role: To be the end to end first point of contact for Aviva insured policyholders & commercial clients who are looking to make a claim. 

Key Duties:
· Gathering all relevant information to assist in effectively processing the clients claim
· Making accurate liability decisions in the first instance by use of the customer’s statement (version of events), speaking with witnesses to the event, dash-cam and CCTV footage 
· Strong customer service and support focus throughout 
· Managing customer and broker complaints & agreeing compensation when necessary
· Organising vehicle repairs with Aviva approved garages 
· Arranging & managing vehicle hire when required
· Accurately valuing client’s motor vehicles based on the current market in the case of a total loss/ write off & raising settlement payments
· Deploying the relevant sub-contractors for roadside collection of a customer’s vehicle
· Appointing nominated solicitors to assist in recovering Aviva’s claim costs


Company Name: Aviva
Position: Pensions Administrator
Job Dates:  Feb 2021 – July 2021
Job Role: To be responsible for dealing with enquiries from new and existing scheme members, clients, financial advisers, employers & the HMRC. To ensure the effective administration of clients’ pension schemes & to effectively produce quotations for customers looking to make a withdrawal from their pension, whilst ensuring to deliver excellent customer service throughout. 

Key Duties:
· To effectively gather customer information to understand their requirements and plans for retirement
· To provide customers with all information on the different payment options available for them when looking to retire and withdraw money from their pension
· Using Aviva’s IT systems to efficiently check and update customer records and to generate policy and quote documentation
· Ensuring all FCA requirements and guidelines are met
· Keeping up to date with all pension products and tax laws




Company Name: Smith and Pinching Household Insurance (Towergate)
Position: Renewals & Administration Customer Service Advisor
Job Dates: July 2018 – August 2019
Job Role: To maximise company renewal retention and income by liaising with potential customers and company insurer partners to obtain the best policy cover and a competitive premium for the client.

Key Duties:
· Obtaining renewal quotations from underwriters using the quoting system 
· To ensure renewals & new business quotes are processed and sent to the customer in accordance with FCA guidelines/timescales.
· Collecting information from clients and assessing their insurance needs
· Negotiating premiums and coverage with clients 
· Upselling additional products appropriate for the client and to cross-sell to other companies within the Towergate group
· Processing any endorsements and MTAs 
· Provide administration support in all areas of new business, claims, adjustments and renewals

Additional Responsibility:
During my time at Smith and Pinching I worked my way up to being a senior member of the team. This meant that I was given additional tasks to aid the management team with the day-to-day running of the business. These tasks included:
· Interviewing potential new members of staff for the company
· Listening to customer advisors telephone calls with clients and providing feedback and additional training
· Daily ‘huddles’ and task distribution amongst the team to ensure all work was being completed on time
· 1 to 1 training with new members of the team
· Writing ‘how-to guides’ on Smith and Pinching processes and procedures 
· To effectively handle customer complaints escalated by the team

Company Name: Evander Glazing and Locks
Position: Property Claims Handler – Aviva Insurance HUB
Job Dates: December 2017 – June 2018
Job Role: Responsible for building insurance claims for Aviva and other large insurance companies. 
Key Duties: 
· To be the primary contact regarding the customers claim, receiving inbound calls and emails from customers, suppliers, clients and insurance companies.
· Using Evander’s systems to price and produce quotes for the required work related to the claim by interpretation of a surveyor’s report after attending to the customer’s property, then liaising with local suppliers and manufacturers in order to provide a quote for the required work.
· Sending site reports to the insurance company to confirm that the damage is consistent with the received claim and requesting for authorisation to proceed with the works at the quoted amount.
· Contacting the customer to obtain the policy excess and arrange a fitting/ installation date for the works to be completed & discussing any required upgrades to security.

Training:
· How to price and order replacement locks, glass, UPVC and timber products on Evander IT Systems.








Company Name: Evander Glazing and Locks
Position: Deployment Co-Ordinator (Home Emergency Response)
Dates: July 2016 – December 2017
Job Role: To be the first point of contact with clients in the case of a home emergency, assessing the damage + urgency and deploying the appropriate emergency response engineer to secure the customers property. 
Key Duties:
· To undertake accurate and data entry of new instructions to include validation against the agreed SLA, policy and procedures 
· Triaging all calls to confirm & understand the damage/ issue
· To effectively deploy an appropriate emergency response engineer in accordance with the agreed SLA.
· Effectively manage and deploy to appropriate subcontractor where required.
· Ensure all subcontractor paperwork is returned and all jobs are invoiced accurately.
Company Name: Swinton Insurance
Position: Customer Service Associate – New Business and Renewals
Dates: November 2015 – July 2016
Job Role: My position involved setting up car insurance polices both as new business and renewing the current customers’ policies upon renewal date. The role consisted of both inbound and outbound calls with customers and liaising with underwriters in regards to any accidents or claims, as well as general queries. 
Key Achievements: 
· Highest sales in the department in April 2016 - I sold 155 policies, which was higher than anyone else in our department.

Company Name: Dunston Hall 
Position: Bar Staff
Dates: June 2015 – November 2015

Company Name: JD Wetherspoons
Position: Bar Team Leader
Dates: December 2014 – June 2015

Company Name: JD Wetherspoons
Position: Bar + Kitchen Associate
Dates: June 2013 – December 2014

Company Name: Delia’s Canary Catering
Position: Corporate Waiter (Part time)
Dates: January 2012 to June 2013.

Company Name: SportsDirect
Position: Casual Assistant (Part time)
Dates: July 2011 to January 2012. 

EDUCATION:
College Name: City College Norwich
Course Title: Level 2 IT Higher Diploma – Distinction (Equivalent to 7.5 GSCE’s) 
Dates: September 2010 – May 2011
Functional Skills (Equivalent to GCSE): Math, English, ICT - Passed
	
School Name: City of Norwich School
Dates: September 2006 – May 2010
Subjects and Grades: 
	Math – B
	Business Studies, ICT, Science, English Literature, English Language, Graphics – All C.
Aviva: Confidential

