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Role Profile 

	[bookmark: _Hlk192855919]1.
	Job Title
	Head of Client Success

	2.
	Function & Business Unit  
	Shared Services – Specialty

	3.
	Location 
	Nottingham or Dublin preferred

	4.
	Hiring Entity 
	Amtrust Management Services Limited

	5. 
	Insurance Distribution Directive (IDD) Continuing Professional Development (CPD) Requirements
	IDD CPD - in scope 

	6.

	Committee Roles

	· Chair
· None
· 

Member
· None

	7.
	Direct & Indirect 
Reporting Line
	Initial Direct Manager:
Transformation Director (Specialty) 

Post-completion of the team set-up:
Chief Operating Officer, ASL 


	8.
	Direct & Indirect Reports 
	Direct Reports
Client Success Manager(s)


	9.
	Key Stakeholders
	Clients of AmTrust Specialty, Colleagues within the Claims, Finance, Operations, Actuarial, Risk, Compliance and Underwriting Functions 

	10.
	Applicable Conduct Rules
	Individual Conduct Rules
1. You must act with integrity.
2. You must act with due skill, care and diligence.
3. You must be open and cooperative with all regulators
4. You must pay due regard to the interests of customers and treat them fairly.
5. You must observe proper standards of market conduct.
6. You must act to deliver good outcomes for retail customers

	11.
	
Last Review Date

	22 Jan 2026







Position Overview

The Head of Client Success provides leadership to a team of Client Success Managers who are focused on making AmTrust an easy organization to do business with. By managing the interactions between our clients, our underwriters and our back office operational functions, the Client Success Managers utilize their relationship and project management skills to make the entire lifecycle of our relationship with our clients and simple, efficient and straightforward process.

The Client Success function:
· Provides a single point of contact for our clients when they need to interact with AmTrust (and in particular with the back office of the organization)
· Project manages the onboarding of new clients and contracts, ensuring that the operational teams can service the new client and scheme efficiently and accurately
· Supports the operational teams in resolving operational issues that they cannot resolve via their normal operational processes
· Supports the client when they need to navigate through AmTrust internal structures/teams to get their issues resolved
· Help to remove the administrative burden on Underwriting by acting as an intermediary between underwriting and the back-office teams.
· Recognizes when it is appropriate to escalate issues to Underwriting and/or to senior management

The role of the Head of Client Success as part of the function is to:
· Recruit, train, coach and develop the team of Client Success Managers to be high performing, resilient and client focused
· Ensure that the processes utilized by the team are well documented a continuously developed and enhanced
· Build a culture where accountability, solution orientation, commercial focus, delivery focus are embedded within each member of the team 

Essential Job Functions:

· Recruit, manage, develop and coach team members to embed the values and delivery focus required of the team
· Develop and implement a strategy for the Client Success team that will realise the vision of the team (i.e., a high performing group of facilitators that make AmTrust an easy organisation to deal with and ensures that underwriting can focus on growing their relationships and the business)
· Design and implement the processes required to support the Client Success teams
· Develop strong relationships with clients, underwriters, senior management and operational management
· Proactively work to resolve points on contention/conflict that may arise from time to time – ensure that a robust, data centric approach is taken to issue resolution.
· Development and agree a set of performance metrics to support the underwriters and our clients. 
· Identify and pro-actively (and positively) seek to work with the relevant teams to address the performance issue (for example, missing bordereaux, outstanding debt, data quality issues) 
· Report to senior management on the performance and development of the team
· 

Note: operational management refers to all non-client facing teams: Delegated oversight, claims, declarations, credit control, finance, actuarial, etc.

Qualifications, Experience, Competence:

Preferred Qualifications
· Professional qualifications in insurance, e.g. ACII or equivalent, an advantage.
· Formal project management certification (e.g. PRINCE2, PMP, Agile) desirable.
· Previous experience in client relationship management roles within insurance, reinsurance, or financial services.

Experience 
· Experience building and managing high performing teams in a matrixed organisation.
· Experience of developing and maintaining client relationships over an extended period of time
· Experience of managing teams in an organisation with substantial delegated insurance operations
· Proven experience of delivery of complex projects (especially client facing projects)
· Exposure to and strong knowledge of underwriting processes, including handling delegated authority arrangements
· Familiarity with IT systems and operational workflows, with the ability to translate technical detail into client-facing communication.
· Exposure to and understanding of compliance and operational risk considerations
· Experience of presenting to and influencing technical, operational, client and senior management audiences
· Sound decision-making skills with the judgement to know when to escalate issues and when to resolve them internally
· Collaborative mindset with proven ability to manage across cross-functional teams and stakeholders
· Experience of operating in a commercial/client facing environment

Functional/Technical Competencies 

· Excellent facilitation skills: structured approach to planning and co-ordinating meetings, presentations 
· Excellent communication skills, with the ability to adapt communication styles to technical, operational, and senior client audiences.
· Presence and gravitas to command credibility in client meetings and negotiations.
· Analytical approach to work
· People management skills: developing and coaching teams
· Experience of using lean (or similar) principles to drive continuous improvement: ability to initiate, drive and manage change 
· A thorough understanding of delegated business processing and operations
· Expertise with standard business applications (Word, Excel, etc.)

Business Competencies:
· Managing and leading teams in a matrixed organisation 
· Experience with Insurance operations in a delegated insurance business
· Building relationships that are collaborative, effective and long-standing 
· Models Company Values
· Initiating, managing and delivering Change


Core AmTrust Behavioural & Professional Competencies

Leading Others: Leads by example; enables and empowers the team to perform at their highest level through establishing clear objectives and providing meaningful direction; ensures everyone understands their part in achieving department and business goals; facilitates delivery and supports the removal of barriers; engages in regular two-way dialogue and provides regular and candid feedback and coaching; is fair and consistent in the management of the team; promotes equality and opportunity; recognises contribution and celebrates success; fosters a positive and high performing environment.

Business Acumen: Understands core insurance principles and the terminology and practices of the business as appropriate to their role; ensures that their team understands the connection between their own work and other areas of the business; is aware of external industry and environmental factors and the impact that these may have on the organisation; is innovative in outlook and determines the appropriate risk and reward balance in driving meaningful business results.

Relationship Management & Customer Focus: Builds and maintains strong internal and external customer and other strategic/provider relationships; effectively identifies and considers customer needs while balancing business needs; makes decisions that add value for the customer; ensures responsibility for and delivery against agreed service levels and commitments; strives to deliver excellence and innovates to deliver solutions; ensure that that all our customers are treated fairly and receive good outcomes in accordance with our regulatory requirements.

Risk Management:  Is able to identify, prevent and / or mitigate through effective controls or timely remedial action common areas of business risk for their functional or business area; establishes and maintains an appropriate control environment; ensures the timely reporting of any risk related matter to the appropriate party; ensures the timely closure of internal audit actions; takes responsibility for and drives continuous improvement in the management of risk.

Collaboration: Demonstrates respect and integrity in all collaboration with others; works with rather than competes with others in the business to achieve company goals; builds trust through open communication and transparent agendas; adapts style and messaging appropriately; seeks out and listens to the opinions of others; promotes an inclusive culture that values diversity.

Continuing Professional Development: Proactively keeps up to date with regulatory and professional changes; ensures that both they and the team maintain the required knowledge and skills to perform in post and undertake all required / mandatory training; encourages and facilitates an environment of continuous learning and self-improvement; puts measures into place to ensure annual Continuing Professional Development (CPD) obligations are achieved as appropriate to both self and team.

AmTrust Values: Able to demonstrate and model AmTrust’s values: Excellence, Innovation, Integrity, Responsibility, Inclusion and Teamwork.
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