[image: image1.jpg]General
nsurance
Services

G'S





GENERAL INSURANCE SERVICES, INC.

JOB DESCRIPTION

Job Description:
Group Health Representative – Large Group CSR (Tier 2)
Reports to: 

Quinn Samuelson
FLSA Status:

Full-time, non-exempt
Approved by:

Joe Biernacki
Date Approved:
11/18/2022
Purpose: 
The Group Health Representative corresponds with all parties and processes all related documents to provide timely and accurate guidance and service to Group Health clients to enable advisor to solicit new business.
  Responsibilities:

1. Ensure customer satisfaction, growth, and retention of business by providing top quality service and problem solving.

a. Respond to all incoming calls, voicemails and emails from employers, employees, and company personnel, ideally within the same day. 
b. Process administrative, employee enrollments, employee terminations, employee changes and/or policy changes per client’s request.  Follow up with company.
c. Maintain relationship with clients to stay aware of their needs and issues and utilize Applied Marketing Automation (AMA) to respond, when possible.  Strive to resolve any issues and maintain documentation.

d. Finding resolutions to claims for clients and assisting them with filing an appeal as needed.  

e. Maintaining enrollments through Ease HRIS system for clients.  

2. Process new and renewal group business to companies for policy issuance.
a. Prepare census and set-up FormFire accounts when necessary.

b. Create and maintain a renewal list for Advisor to contact clients 120 - 150 days prior to renewal dates. 

c. Download renewals and forward to the account manager, attach in Applied.

d. Assist with alternate renewal quotes, if needed.

e. Order and/or print materials required to assemble Employee Packets for group employee meetings and job fairs. 
f. Utilize Applied Marketing Automation (AMA) as a marketing and sales tool, as needed.

3. Document client’s account status clearly, accurately, and completely to allow others to effectively work the account.

a. Scan and attach all client related items to client’s account, including applications, quotes, benefit summaries, and correspondence. 
b. Document all client activity in Applied by the end of the business day in an easy-to-understand manner.

c. Client activity includes any communication by any means, any potential change and progress notes.

d. Monthly/Quarterly/Annual fee reminders.

a. Consulting agreements

b. Ease

c. PCORI Fees 
e. Know how to add a contract into our operating system. 

4. Correspond with company personnel, clients, and Advisor to assure accuracy and policy continuity.
a. Process policy change requests and follow up with company.

b. Follow up on all company requests and coordinate necessary communication with Advisor. 

c. Update Applied with benefit summary information for renewals and new business.
d. Work with the Account Manager and SAE to track/distribute documents and contracts. 

5. Assist Advisor, as requested and office with day-to-day functioning, not limited to: 

a. Process all incoming mail. Scan to customers’ files and correspond as appropriate.

b. Assist account manager by providing quotes, correspondence, and remarketing accounts, as requested. 
c. Assure all company enrollment materials and administrative forms are current.
d. Update “Secure Folder” as carrier changes, group forms, and commission schedules change. 

6. Licensing & Contracting

a. Complete agent and agency contracting paperwork for new carriers.  

b. Resolve any licensing or contracting issues with carriers.  

7. Acts as a back-up to Account Manager, as needed. 
a. Complete FormFire enrollments and submit quote requests to carriers for new business and renewals.  
b. Help with ancillary reports and employee surveys. 

c. Review quotes when received for correct census and plan choices.

8. Provide regular front desk coverage relief.  

a. Clerical support may include acting as receptionist, accepting customer payments and recording/uploading payments.

Knowledge, skills, and abilities:

1. Indiana Life and Health agent’s license is required. 

a. 24 hours of Continuing Education every two years. 

2. Have an understanding of all products appropriate for market segments within 90 days of employment.

3. This fast-paced position requires an Associate or bachelor’s degree or equivalent business experience; the ability to read quickly with good comprehension; the ability to write using good grammar and punctuation and precise mathematical skills
4. The ability to access and maneuver company websites for forms, application, and renewal status, quoting information and submission.
5. Professionally maintains confidential information.

6. Empathic listening skills and careful speaking skills.

7. A thorough knowledge of the phone system, including the ability to transfer calls and conference call. 

8. The ability to use Outlook to send and receive emails including attachments.
9. The ability to utilize the in-house software systems within 60 days of employment. These skills include using the Genifax, scanning and attaching appropriate items in Applied, Ease HRIS software, Excel, and PowerPoint.
10. Able to train & mentor other CSRs on most things.

11. at least 2 years’ experience in the Small Group space.

12. Start your Certified Employee Benefits Specialist (CEBS) designation. 

13. Efficient at all day to day tasks.

14. Able to interpret, research and execute complicated claims with supervision.

15. Be able to explain most coverage to clients.

16. Have a client approval rating above 90% or better.

17. Have a retention rate on book of 90% or better.

18. Score all 3’s, 4’s or 5’s on Performance Appraisal.

19. Audit metric scores are above 90%.
Physical Demands and Working Conditions

· Viewing computer terminal, perceiving, and transcribing data with accuracy and keyboarding fill much of the day in an office environment.

· Communication with telephone callers and associates requires an ability to express oneself as well as perceive and exchange ideas.

· The employee is not exposed to adverse environmental conditions, working primarily in an office environment.

· Sedentary work. Exerting up to 10 pounds of force occasionally and/or negligible amount of force. Work can require stooping, kneeling, crouching, as well as grasping objects, and reaching with hands and arms. 

· The employee is occasionally required to stand and walk.

· The employee is occasionally required to travel to meetings and enrollment events which may require driving, walking, and climbing/descending stairs.

I have reviewed this job description with my supervisor. By signing below, the employee acknowledges that they are aware of the scope, responsibilities, and requirements of this position.

Employee’s Signature:  _____________________ Date: _________

Supervisor’s Signature:  ____________________ Date:  _________
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