
Job Description 

 
Job Title 

 
Customer Services Agent 
 

 
Reports to 

 
Customer Services Manager & Team Leaders 

Company 
Location 

Animal Friends Insurance, No.1 The Crescent, Sun Rise Way, Amesbury, 
Wiltshire, SP4 7QA 

Principal 
Responsibilities  

 To provide a professional, efficient, courteous and accurate front line 

telephone and administration service to all customers 

 Answering customer telephone and written queries in accordance 

with company processes and procedures 

 Maintain an excellent level of functional and technical expertise and 

knowledge of the company’s products and policies procedures, 

services, systems and frameworks 

 Maintain complete and accurate records of all customer queries to 

ensure continuity of service for the customer and facilitate production 

of MI. 

 To achieve set targets for productivity and quality and contribute 

towards achieving the overall CS service goals 

 Assist in retention of business by ensuring positive messages and 

commercial considerations are always considered when dealing with 

customers. 

 Take responsibility for regularly updating own knowledge on FCA 
regulations, TCF requirements, company products, processes and 
procedures in order to provide the best, accurate customer 
information at all times and fulfil our regulatory requirements. 

 Share knowledge with team members in a timely and efficient 
manner in order to support them. 

 Undertake administrative tasks as necessary to maintain the smooth 
running of the department. 

 Relay customer feedback, process issues and areas for improvement 
where appropriate to ensure that the continuous improvement cycle 
is maintained. 

 

Required Skills, 
Qualifications & 
Experience  

 Excellent working knowledge of the company products and policies  

 Understand and demonstrate in day to day work the company’s ethos, 

mission and values. 

 Demonstrate a good understanding of the company’s market, 

products and main types of customer. 

 Good communication skills and a polite, patient and friendly telephone 

manner with customers at all times 

 Ability to build and maintain positive relationships with the team and 

all departments 

 Ability to work under pressure and maintain a high level of customer 

service  

 Ability to handle complaints and stressful situations in a calm and 

controlled manner when seeking to ensure a successful resolution 

 A proactive approach and ability to think ahead to identify potential 

problems and ways to overcome them 

 Flexibility while working within a team and willingness to adapt role 

and undertake different tasks when asked. 
 

 


