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	Role title:
	Legal Panel Performance Manager
	Responsible to:
	Global Legal Panel Lead

	Division:
	Operations
	Department:
	Legal Services 

	Direct Reports and Level:
	N/A

	Scope:
	Legal Panel Operational Performance – UK and International. 

	
	
	Scale:
	No Budget or direct reports

	
	
	Regulated Function(s) Held:
	No

	Evaluation Level
	Implement 1
	Role Family
	Member Sales, Service and Advisory



	Overall Role Purpose

	The purpose of the role is to lead on Legal Panel Operational Performance Management to support cases and claims handling excellence across the division and the delivery of excellent service to members that is trusted and valued and provides fair treatment and outcomes



	Accountabilities (RACI)
	Measures of Success/KPI’s

	Leadership 
· Operational Panel Performance monitored via taking the lead in managing regular meetings coordinated with appropriate panel reps. Central ownership to ensure consistency of cadence, measures and approach.
· Collect constituent reporting requirements and develop legal panel scorecards and dashboards that present relevant data, clear metrics across all key performance indicators (KPIs) tailored to MPS values and strategic ambitions.
· Analyze problem areas and help resolve issues and disputes.
· Build strong stakeholder relationships to ensure panel performance aligns with business expectations and benefits of global panel strategy
· Maintain our external expert database to ensure that our external medical suppliers are closely monitored in relation to cost and quality and satisfy all data protection requirements
· Support Legal Contracts and Relationship Manager to monitor third party legal suppliers internationally, ensuring requirements of performance, compliance and legal and regulatory obligations are met so a cost-effective service is provided.
· Informed by insights and analysis derived from standard and performance reporting, identify opportunities for operational efficiency, performance management, and cases and claims excellence to produce better and more consistent outcomes for our members 
· Adhere to all policy, procedure, and controls and deliver insights and analysis in accordance with agreed SLAs.

	· Corporate Strategic priorities Vs plan
· Operational Metrics v SLAs
· Stakeholder feedback
· Performance ratings
· Legal panel performance against KPIs


	Financial
· Ensure that there are appropriate operational Metrics and KPIs in place for the management of third-party legal suppliers and third party legal spend to drive operational performance, track legal spend, and undertake cost benefit analysis.
· Identify cost optimization opportunities to reduce legal spend budgets
· Provide quality and timely MI and Reports on third party trends, insights and analysis to internal stakeholders, and external partners

	· Operational performance (KPIs) Vs plan
· Claims / Case performance Vs plan
· Legal Panel Spend (Solicitors / Experts / Counsel)




	Member
· Contribute to MPS wide continuous improvement projects to drive operational efficiency and great member experiences and outcomes with specific focus on how we can operationally optimise processes within the wider Legal Services Department
· Analyse financial trends in all claims and cases outcomes, complaints and member feedback involving legal panel to ensure there are effective and fair outcomes for members and the organisation
	· Net promoter score
· Complaints / root cause analysis
· Member feedback
· Member Experience Scores
· Audit findings 


	People
· Building and maintaining strong relationships with key stakeholders across the organization to understand their needs and priorities.
· Support the development of a more inclusive environment, which aligns with our commitment to celebrate and promote diversity.
· Take accountability for own training, competence, performance and engagement of self and colleagues ensuring clarity on own accountabilities and comply with all governance policy, standards and processes.
· Coaching and training colleagues upon receipt of feedback and/or liaising with other leaders to ensure feedback promotes a high performance culture

	· Stakeholder feedback 
· Delivery of objectives

	Risk
· Identify and report risks and issues across MPS and by third party suppliers to enable resolution and mitigation of potential impact on MPS, members, and colleagues.
· Support the Head of Legal Services and work with the Outcome and Quality Assurance team to ensure that all learnings are used to drive improved performance; influence policy/procedural improvements; inform escalations decisions, with learnings fed back to business area owners and into the cases and claims handling delivery.
· Identify, track and report key legal panel supplier risks and associated controls.
· Support the Legal Panel Management team with the identification of potential data integrity, and quality issues that may affect reporting and insights. Escalating issues ensuring any risks are appropriately raised.

	· Risk & Control Self- Assessments
· Audit Actions
· QA Outcomes
· External auditing metrics



	Responsibilities (RACI)

	· Build relationships with key stakeholders internally and externally to maximise operational effectiveness.
· Provide cross departmental support where required to ensure KPIs are met and service standards are maintained.
· Champion cultural and strategic changes taking place across the business 
· Undertake other duties and tasks that from time to time may be required and that are appropriate to the role
· Deliver all activities and initiatives in line with the Governance framework. Maintaining those principles, policies, procedures, and controls needed to deliver strategic and operational analysis required for effective control of the business and compliance with regulatory and legal obligations.
· Offer meaningful decision points and insight to MPS forums to ensure that the business operates within risk appetite, and decision makers are fully informed and equipped.
· Keep abreast of evolving legislation and best practice; identify and recommend opportunities for MPS to become more efficient and effective.
· Lead individual projects and change or delivery activities as required.
· Role model MPS values and behaviours.
· Manage the impact of change initiatives, leading implementation projects, communicating and championing change to the department, and ensuring effective transitions to new ways of working
· Take an active role in driving the MPS culture strategy, leading by example to demonstrate the New World values and continue fostering a high-performance culture within Operations. 




	Key Governance Responsibilities

	Ensure there is appropriate governance in place to support to the Legal Panel Management function of the Legal Services Department.



	Leadership Framework Competencies
	Level

	Fresh Thinking
	Leading Others

	Building Capability in Self and Others
	Leading Others

	Influencing Others
	Leading Others

	Collaborating for Results
	Leading Organisation

	Leading Self and Others
	Leading Others

	Commercial and Risk Thinking 
	Leading Organisation




	Knowledge and Qualifications
	Skills
	Experience

	
	· Coaching & training 
· Highly skilled at stakeholder engagement. Strong consultative, partnership, negotiating and influencing skills.
· Continuous improvement.
· Excellent and proven data and analytical skills
· An effective and skilled communicator, can simplify complexity.
· Highly organised, able to deal effectively with competing priorities.

	· Management of key external stakeholders globally, preferably within a legal supply chain environment
· Significant application of a range of insight and analysis techniques to drive business improvement
· Knowledge of Data Governance principles


	· Knowledge of current cases and claims and the MC&C operational delivery 

	· Lean (green belt or equivalent) / root cause analysis trained
· Understanding of Continuous Improvement methodologies and proven experience in this area 

	· Insurance / regulatory environment
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