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Bilingual Customer Service Representative
Permanent, full-time, remote

The Opportunity

The Edge Benefits Inc. is looking for an experienced Bilingual Customer Service Representative on a permanent,
full-time basis to join our Bilingual Customer Service department. Our head office is located in Newmarket,
Ontario, however, this is a 100% remote, work from home position. Reporting to the Client Services Supervisor,
the Bilingual Customer Service Representative will interact primarily with clients and advisors in the province of
Quebec. The CSR will have in-depth knowledge of insurance practices, act as a liaison between clients, brokers
and insurers and facilitate inquiries related to a client’s insurance application or policy.

Specific Duties

Answer phones and respond to customer requests.

Provide customers with product and service information.

Transfer customer calls to appropriate staff.

Identify, research, and resolve customer issues using the computer system.

Follow-up on customer inquiries not immediately resolved.

Complete call logs and reports.

Research billing issues.

Research misapplied payments.

Recognize, document and alert the supervisor of trends in customer calls.

Recommend process improvements.

Process insurance applications from receipt to issue.

Review applications for completeness and compliance with insurer requirements.

Maintain accurate and up to date information on all applications received in the admin system.
Prepare issue material/letters as applicable.

Communicate with advisors regarding status of an application and/or missing information.
Competently provide updates regarding any pending or issued policies.

Research files for information if necessary.

Provide product support to field staff (advisor, sales consultants, etc.)

Accurately update all client related information contained within the administration system.
Assist brokers on how to access the EDGE website including various areas within the website.
Process contractual rate changes or terminations.

Report and investigate client complaints.

Your Qualifications

Must be fluently bilingual in English and French with proven competencies in verbal and written
communication.

Call centre/customer service experience an asset.

3-5 years office experience (insurance preferred).

Must have a positive attitude, and excellent telephone skills.

Must be highly organized and able to follow up on outstanding items.

Strong relationship building skills.

Strong communication skills both verbal and written.

Ability to use diplomacy and tact in sensitive situations.

Ability to interpret and relay complex information.
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e Be competent in all areas of our internal systems and know where pertinent information is located.

e Able to locate pertinent information without the need to use the physical client file for efficiency.

e Computer software literate with the ability to teach and guide others on the use of the same software
programs.

e Above average attention to detail.

e Advanced user of Administration Software.

e Advanced user of MS Office Word and Outlook.

e LOMA enrolment / industry related education.

Salary: 545,000 — $55,000/year, commensurate with experience.

NOTE: This job description is not intended to be all-inclusive. Employee may perform other related duties as assigned to
meet the ongoing needs of the organization.

About The Edge Benefits

The Edge Benefits is the #1 provider of flexible, affordable benefits for Canadian small businesses and is a
proud member of The Co-operators Group of Companies. We lead the market in developing, distributing, and
administering a full suite of simplified living benefit products. We have over 100 employees, 74,000+
policyholders, and operate in every province in Canada. We distribute our products through a network of over
25,000 licensed advisors across Canada, offering a simplified approach for living benefit solutions which has
been revolutionary in the insurance industry. We provide the self-employed and small business owners with
insurance solutions specifically designed to meet their needs. To learn more about The Edge Benefits, please
visit www.edgebenefits.com.

Our Inclusive Culture

The Edge Benefits is committed to providing a work environment that is inclusive and free of employment
barriers and discrimination. Accommodations will be made for qualified applicants with a disability throughout
the recruitment process. If you receive a request for an interview and you have a disability which will require
an accommodation to support your participation, please consult with the hiring manager as soon as practical so
that suitable accommodations can be arranged.

If you are interested in a career with The Edge Benefits, please send your cover letter and resume to
humanresources@edgebenefits.com by November 20, 2026.
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