	[image: No Image, Picture]
	Title:
	Dispute Analyst 
	Department:
	Finance
	Budget:
	

	Direct Reports:
	n/a
	Reports To:
	Disputes Team Leader
	Version:
	V3 



	Role Purpose:
	Key Accountabilities (max 6)

	To investigate, resolve and prevent invoice discrepancies queries through effective communication, analysis, and collaboration, adhering to all quality and regulatory standards and expectations 


	1. Maintaining and updating invoice query data and correspondence, ensuring that all information is stored, logged and distributed within agreed timeframes 
2. Reviewing and investigating invoice queries and disputes, ensuring customers are appraised of resolution and actions required  
3. Providing point of contact with internal stakeholders, teams and or colleagues to support process and continuous improvements 



	Key Accountabilities:
	Key Measures of Success:

	1. Maintaining and updating invoice query data and correspondence, ensuring that all information is stored, logged and distributed within agreed timeframes 
· Download and collate data and information from multiple sources and portals, on a daily basis, onto query spreadsheets and workload documents, including but not limited to:
· Portal dispute report download 
· Pricing queries 
· Invoice queries 
· Check that data collated and or pivot tables are accurate
· Check and maintain associated email in boxes, forwarding emails to appropriate internal teams as appropriate 
· Identify aged queries that cannot be logged, ensuring that these are actioned via alternative routes, i.e., manually
· Maintain accurate dispute records, with up to date communication history, investigation details and outcomes   
	· Daily data collation and updates are accurate 
· Emails responded to within agreed timeframes 
· Aged queries actioned within agreed timeframes 
· Dispute records are accurate and up to date at all times 


	2. Reviewing and investigating invoice queries and disputes, ensuring customers are appraised of resolution and actions required  
· Investigate disputes and queries, examining and evaluating financial data, historical records, contracts and transactions to identify the problem 
· Collaborate with internal teams and colleagues, utilising systems and knowledge to find appropriate solutions
· Address customer enquiries and concerns, providing clear explanations of findings for any discrepancies
· Provide and offer solutions to customers to secure resolution, making it simple and easy for the customer to understand and operate with LLOYDS CLINICAL effectively  
· Produce accurate and up to date information and paperwork for billing team to action
	· Investigations conducted within agreed timeframes 
· Solutions are fit for purpose and within agreed policy and processes 
· Customer feedback is at expected levels 
· Resolution rate at agreed level 


	3. Providing point of contact with internal stakeholders, teams and or colleagues to support process and continuous improvements 
· Coordinate and collaborate with internal stakeholders and colleagues, to provide information that will assist in their query resolution
· Identify trends of queries, root causes and work with internal teams to prevent recurrences
· Attend meetings with internal colleagues (ADM’s and credit controllers) and high value customers, positively contributing to how improvements could be made 
· Identify, share and propose process improvements and preventative measures to reduce future discrepancies
	· Colleague feedback is at expected level 
· Preventative disputes reduce 


	Enablers to the Role (Skills, Knowledge, Experience)

	· AAT Level 2 qualification or equivalent experience 
· Experience or appreciation of homecare sector or heavily regulated environments 
· High attention to detail 
· Ability to organise and handle challenging, demanding and conflicting priorities and deadlines 
· Analytical with the ability to interpret information from multiple sources 
· Some working knowledge of contract review and understanding 
· Commercially astute 
· Effective communication skills both written and verbal
· Experience of providing excellent customer service through strong negotiation, rapport and objectivity skills 
· IT literate, including MS Office and Excel















The Key Performance Indicators (KIPs) that the Finance team are accountable for, are as follows:
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