	Hannah Collins
Claims Handler
	
	· Seven years in household claims.
· Manage property claims from notification to settlement.
· Certificate in Insurance, awarded in 2023.
· Clear decisions and careful case records.

	

	
	· 

	Work history
Property Claims Handler
Pennine Claims Services / April 2022 – Present

Manage 110 household claims: escape of water, storm and accidental damage. Assess cover and evidence, update reserves and settle within £10,000 authority; prepare larger or disputed cases for review.

Coordinate repairers and loss adjusters, explain next steps and adapt contact to customer support needs. Averaged 96% across 30 file-quality checks, January–June 2026.

Introduced a weekly supplier review; team cases awaiting an update for over ten working days fell from 24 to nine in an eight-week pilot.

Claims Administrator
Pennine Claims Services / September 2019 – March 2022

Supported household claims registration and case administration.
· Captured incident, policy and contact details.
· Requested documents and booked contractor visits.
· Managed diaries and flagged urgent accommodation queries.
· Prepared case summaries for handler review.

Helped revise the initial document-request email; repeat requests fell from 18 to 11 in a 50-file follow-up sample.

	Key skills
Household policy assessment and evidence review

Settlement within delegated authority

Guidewire ClaimCenter; Excel case trackers

Claims reserves and diary management

Clear written decisions and customer updates

Repairer and loss-adjuster coordination

Support needs, complaints and referral routes

Accurate, traceable case notes

Contact
Sheffield
South Yorkshire
07700 900935
h.collins@example.com


	




	Customer Service Adviser
Rivelin Home Retail / July 2017 – August 2019

Handled telephone and email enquiries about furniture orders, deliveries and aftercare.

· Clarified delivery problems and agreed practical next steps.
· Checked order histories before responding to queries.
· Coordinated replacement parts and appointments with suppliers.
· Recorded promises and followed up unresolved cases.
· Explained returns and warranty processes in plain language.
· Escalated complaints with a concise record of events.
· Maintained accurate customer records in the CRM.
· Helped two new colleagues learn the aftercare workflow.

Hobbies and interests
Enjoy swimming, baking and weekend walks with friends.
	Qualifications
Certificate in Insurance, Chartered Insurance Institute, 2023.

Study and training
· IF1: Insurance, legal and regulatory.
· IF2: General insurance business.
· IF4: Insurance claims handling process.
· Customer vulnerability and complaints: internal training, 2025.
· Household policy workshops: internal training, 2024.
· Guidewire ClaimCenter: employer training, 2022.
· A levels: English (B), Business (C), Psychology (C), Sheffield College, 2017.
· Nine GCSEs at A*–C, including English and Maths, 2015.
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