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ROLE AND RESPONSIBILITIES
Personal Lines CSR

Role: The Personal Lines CSR is primarily responsible for managing and enhancing client relationships by providing outstanding customer service. They are the first point of contact for clients, responding to inquiries, addressing concerns, and facilitating policy changes.
Responsibilities: 
1. Client Service
· Act as the first point of contact for clients via phone, email, or in-person visits.
· Address client inquiries and concerns promptly and professionally, providing accurate information about policies, premiums, and claims.
· Guide clients through policy updates or changes as per their requests.
	
2. Policy Administration
· Assist clients with policy applications, renewals, and cancellations.
· Verify the accuracy of policy documents, and ensure they are delivered to clients in a timely manner.
· Keep clients informed about their policy details and any changes that may affect them.

3. Claims Assistance
· Support clients in the claims process by explaining the procedures, timelines and required documentation.
· Act as a liaison between the client and the claims adjuster, if necessary.

4. Team Collaboration
· Collaborate with account managers and sales team to ensure seamless service and identify opportunities for cross-selling or upselling.
· Share client feedback with relevant team members to improve service or processes.

Key Performance Indicators (KPI’s):

1. Customer Satisfaction Score
Measured through surveys, it indicates the quality of services provided by the CSR.



2. First Contact Resolution Rate
This measures how often client issues are resolved in the first interaction, reflecting effectiveness and efficiency.

3. Average Response Time
The speed at which client inquiries or concerns are responded to.

4. Call Handling Time
This measures the average time spent on each call.

5. Number of Policies or Service Requests Processed
An indicator of productivity, showing how many policies, renewals or changes are handled.

6. Policy Error Rate
The frequency of errors in policy documentation handled by the CSR reflecting attention to detail and accuracy.
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