
Trumark Health
Account  Services  Division



BenefitMall

▪ Headquartered in Dallas, Texas, 
BenefitMall is the largest employee 
benefits General Agency in the U.S.

▪ For more than 40 years, we have 
proudly offered a premier carrier 
portfolio of more than 150 
carrier partners.

▪ We serve more than 200,000 small-
and medium-sized businesses 
nationwide through a network of 
20,000 insurance brokers.
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BENEFITMALL’S CORE VALUES
▪Collaborate to win.

▪Innovate to simplify.

▪Have the courage to grow.

▪Earn trust with every engagement.

▪Co-create a culture of inclusion.



BenefitMall’s Different Divisions

General Agency (GA)

▪ Provides BROKER support

▪ BROKER remains customer-facing

▪ Provides quoting tools, technology, and 
support to BROKER

▪ BROKER provides broker services to 
clients

▪ BROKER places new business

Account Services Division (ASD)

▪ Provides CLIENT support

▪ ASD becomes customer-facing

▪ BenefitMall GA provides quoting tools, 
technology, and support to ASD

▪ ASD provides broker services to clients

▪ ASD can place referral business
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Account 
Services 
Division 
(ASD) 
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▪ Partnership to manage clients 
defined by you

▪ Co-broker arrangement to 
generate guaranteed margin and 
contingent commission without 
staffing

▪ BenefitMall handles the entire 
spectrum of account management



BenefitMall’s Account Services Division (ASD)
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Started in 2010 to expand 
BenefitMall’s services to the 
employer-level

Performs all broker functions 
except for prospecting 

107 dedicated ASD employees 
utilize GA resources and staff, 
but not restricted by the GA 
footprint

Currently partners with 12 of 
the 13 largest insurance 
brokerages

Manages 7000+ clients in 48 
states

Placed over 50,000 members 
in 2022



Benefiting from an ASD Partnership

Firms can increase profitability
➢  Firms without dedicated small business resources generate a higher margin by partnering

 with BenefitMall than they do when they manage the book themselves

Firms can add help without adding headcount
➢  Free up Account Managers to reallocate to more profitable accounts

Firms will improve client retention by redeploying staff
➢  COVID legislation has created an unexpected workload burden to an already

 strained account management staff

Firms will win more new business by creating account management capacity
➢  Capability to create capacity for new business acquisition

Small clients will have a better customer experience
➢  Implementing a segmentation strategy will provide the right people, the right tools, and the right technology

      for small market clients
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BenefitMall 
Account Services 
Division 
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ASD Staffing Model

Clients are assigned a dedicated team consisting of five employees:

▪ Account Executive – Manages employer relationship, makes renewal recommendations, 
conducts open enrollment meetings, builds long-term strategic plan.

▪ Account Manager – Customer-facing to assist employer with administration of the plan, 
onboarding, plan maintenance, communication, and supports the Account Executive.

▪ Customer Service Representative – Provides daily administration services to employees for 
support with claims issues, plan questions, qualifying events, network questions, and lost ID 
cards.  Provides employer support for eligibility and billing issues.

▪ New Business Analyst – Non-customer facing role to support our internal team from the 
sale/renewal through implementation.

▪ Sales Administrative Assistant – Non-customer facing role to support our internal team with pre-
sale/pre-renewal functions.
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Referral Management Support

▪ Broker-partners establish a relationship with an opportunity

▪ A Referral Management Specialist is assigned based on company location and will contact the 
referral within two business days

▪ A summary will be sent to broker-partner to update agency management system

▪ Reporting will be provided quarterly on lead volume, close ratio, placed revenue, and total 
premium

▪ Targeted to opportunities with 5 or more employees
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Install QA
Renewal 

Prep

Renewal 
Process

Compliance

 Renewal Task Management

▪ Pre-renewal strategy meeting with client

▪ Prepare and deliver  RFPs

▪ Request renewal report/accumulator file

▪ Request renewal packet

▪ Renewal presentation & recommendations

▪ Develop open enrollment communications

▪ Conduct open enrollment meetings

▪ Prepare implementation paperwork

▪ ERISA SPD

▪ Section 125 

▪ SBC distribution

▪ Prepare and distribute required annual 
notices

▪ Medicare Part D credibility advice, template, 
and reminder

▪ Verify COBRA/state continuation

▪ Verify local and state mandates

▪ Finalize contribution analysis

▪ Proof and manage release of ID cards

▪ Audit first month’s bill

▪ Request & approve benefit summaries and SBCs

▪ Review & deliver policy booklets
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Renewal Marketing Timeline

90 Days 60 Days 30-45 Days 15-30 Days

AE Outreach to Start the 

Renewal Process:

▪Plan satisfaction

▪Carrier satisfaction

▪Budget

▪Market trends

▪Ancillary discussion

▪Ben admin 

▪Reiterate value prop

▪Updated census request

Renewal Marketing:

▪Quote every medical 

renewal, regardless of +/-

▪Spreadsheet competitive 

options

▪Note non-competitive 

carriers

▪Attach comparison 

spreadsheet

▪Address level-funding

Account Rounding:

▪Quote medical for 
ancillary-only clients
▪Consolidate renewal dates 

when possible
▪Offer voluntary dental plan
▪Offer $25k employer paid 

life
▪Offer 12/12/24 vol vision
▪Request census for 

disability
▪Gap products
▪Worksite

Confirmation:

▪Renewal confirmation 
sent to non-responsive 
clients five business 
days before the 
effective date
▪Send summary to 

broker-partners by the 
5th of the month 
following effective date
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Customer Service SLAs
Customer Service Representatives

TAT 
Target Unit

% SLA 
Target

Emails

Receipt Confirmation with record number 1 minute 99%

Assignment of Customer Service Rep 2 business hours from receipt 98%

Response to submitter 4 business hours from receipt 90%

Phone Calls

Call Pick-Up 15 Seconds 85%

Voicemail response 2 business hours from receipt 90%

Issue Resolution

Simple Inquiries 2 business hours from assignment 85%

Complex Inquiries 4 business days from assignment 95%

Resolve/escalate Non-carrier interaction 
inquiries 2 business hours from assignment 85%

Process eligibility change 8 business hours from assignment 98%

Escalation to Account Coordinator 1 business day 95%

Client follow-up for pending issues
Every 
other business day 95%

▪ Transitioning to queue model post-COVID 
for business continuity.

▪ E-mails sent to general inbox, automated 
reply with case number assigned, and 
routed to a customer service 
representative.

▪ Phone calls answered within 15 seconds.  
Unanswered calls temporarily roll to 
voicemail.

▪ Customer Service Representatives are 
supported by Account Coordinators for 
complex inquiries.

▪ All activity tracked in SalesForce.
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The ASD 
Advantage
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Complimentary employment law advice through FordHarrison 
& access to other compliance services, including distribution of 
annual notices

Complimentary benefits administration through Ease or 
Employee Navigator

Proven model with 93% client retention in 2022

Access to carriers in all markets

Take accounts back as they grow



Our success starts with you

Share all pertinent information with the BenefitMall teamShare

Assure clients that our partnership is an enhancement with additional value to improve the 
customer experience Assure

Communicate recommended transition approach for each clientCommunicate

Escalate client or internal issues immediatelyEscalate

Trust the process and allow BenefitMall team to take the leadTrust



Questions?
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Steve Vincent
Account Services (ASD)
(559) 469-1130
steve.vincent@benefitmall.com
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