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Job Title:  Client Service Associate  
Reports To:  Director of Agency Operations  
Direct Report(s): None 
Area of Focus:             Proactively, professionally, and efficiently support the growth of the organization through 

providing first class customer service to all internal and external customers via phone and 
written communication.  

 
Key Areas of Responsibility:  

 Provide friendly, compassionate, and professional customer service to our customers (policyholders, 
advisors, and agents) 

 Assess and identify customer needs and provide solutions to their questions based on product knowledge 
 Review policy contracts, research and verify policyholder information and provide accurate information 

via verbal and written correspondence 
 Manage multiple service queues within the specified time limits and accurately process routine service 

requests based on established procedures 
 Work with team members and other business units to enhance customer service 
 Proactively evaluate contracts for performance and quality enhancement 
 Other related duties, as deemed appropriate by firm executives 

 
Profile: 

 Associates degree required 
 Five years of customer service experience required 
 Insurance policy service experience preferred 
 Understanding of life, disability, and long-term care insurance products in a multi-carrier environment 

imperative 
 Intermediate or advanced oral and written communication skills 
 The ability to learn new skills quickly 
 The ability to work with information that is in the grey area 
 Strong interpersonal skills and the ability to transform negative interactions into positive ones 
 Ability to work well independently and collaboratively with a team 
 Working knowledge of Micro Soft Office, CRM, and web based software applications 
 Ability to organize, prioritize and manage multiple tasks, and requests 
 Ability to maintain high standards of professionalism, ethics, and confidentiality 

 
The Company reserves the right to modify, interpret, or apply this job description in any way the Company desires.  This job description in no way implies that 
these are the only duties, including essential duties, to be performed by the Employee occupying this position.  This job description is not an employment 
contract, implied or otherwise.  The employment relationship remains “at will”. 


