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ROLE AND RESPONSIBILITIES
Personal Lines Account Manager

Role: The Personal Lines Account Manager is primarily responsible for maintaining positive relationships with clients, understanding their insurance needs, and ensuring their needs are met with the most suitable insurance products. The position involves a mix of customer service, sales, and administrative tasks.
Responsibilities: 
1. Client Relations and Communication
Maintain regular contact with assigned clients to understand their insurance needs.
Address and resolve client inquiries and issues promptly and professionally
Assist clients with claims by acting as an intermediary with the insurance carrier.
	
2. Policy Management
Review policies for accuracy and possible enhancements.
Execute policy changes, additions, or cancellations per client requests.
Keep clients informed about policy updates, renewals, and insurance industry trends.

3. Sales and Cross-Selling
Identify opportunities to cross-sell or upsell products that meet client’s needs.
Retain existing clients and win back former clients.
Collaborate with the sales team to achieve agency sales goals.

4. Administrative Duties
Maintain detailed records of all interactions with clients.
Ensure compliance with insurance laws and regulations.
Contribute to the agency’s objectives and initiatives as a member of the team.

Key Performance Indicators (KPI’s):

1. Client Retention Rate
This is a key indicator of client satisfaction and the effectiveness of the Account Manager in maintaining strong relationships.

2. Cross-selling/Upselling Rate
The frequency or quantity with which the Account Manager can sell additional products to existing clients.
3. Number of Policies Managed
An indicator of productivity and efficiency.

4. Client Satisfaction Score
This can be measured through surveys or online reviews (example: Google Review), and reflects the quality of service provided by the Account Manager.

5. Response Time to Client Inquiries
A reflection of the Account Manager’s commitment to providing prompt service to clients.

6. Compliance Rate
How well the Account Manager adheres to regulations and company policies.

7. Claims Handling Efficiency
How effectively and quickly the Account Manager can assist clients with their insurance claims.
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