Insurance Customer Service Email Templates
Six insurance customer service email templates, from a first response and coverage question to claim status, billing, policy changes, and retention.
First response
When to use: Use this as the first reply to any customer email.
Subject line
We received your request, policy [policy number]
Email
Hi [customer name],
Thank you for reaching out to [agency name]. I am [agent name], and I will personally help you with this.
To confirm, I have your request about your policy and I understand what you need. I am looking into it now and will follow up shortly with a clear answer.
Your policy number is [policy number] for reference. If anything is urgent, just reply and let me know.
Best, [agent name]
Coverage question
When to use: Use this when a customer asks what is covered.
Subject line
About your coverage
Email
Hi [customer name],
Great question about your coverage on policy [policy number]. Let me explain it in plain terms.
Here is what your policy covers for this situation, and here is what it does not, without the fine-print confusion. I have pointed to the exact section so you can see it for yourself.
If you would like more protection here, the [next step] is a quick review of your options. Just let me know and I am happy to help.
Best, [agent name]
Claim status update
When to use: Use this to keep a claimant informed.
Subject line
Update on your claim [claim number]
Email
Hi [customer name],
I want to keep you posted on claim [claim number], so here is exactly where things stand.
Your claim is currently at its present stage, and the next milestone is coming up. I will let you know the moment it moves, and I am watching it closely on your behalf.
The [next step] is on our side for now, so there is nothing you need to do. If you have questions, reply anytime.
Best, [agent name]
Billing question
When to use: Use this for premium, payment, or charge questions.
Subject line
About your premium on policy [policy number]
Email
Hi [customer name],
Thanks for your question about your bill. I have reviewed policy [policy number] and can explain it clearly.
Here is a plain breakdown of the charge and what it covers, including any recent change. If something looks off, I will make it right.
If you would like to adjust your payment plan, I will confirm the details with you first. The [next step] is simply your go-ahead.
Best, [agent name]
Policy change
When to use: Use this for endorsements, additions, or updates.
Subject line
Confirming the change to policy [policy number]
Email
Hi [customer name],
Happy to make that update to your policy [policy number]. I want to confirm the details before it takes effect.
Here is the change you requested, the date it takes effect, and any impact on your premium, all clearly laid out so there are no surprises.
If everything looks right, the [next step] is a quick reply to confirm, and I will process it right away.
Best, [agent name]
Cancellation and retention
When to use: Use this when a customer asks to cancel.
Subject line
Before you cancel policy [policy number]
Email
Hi [customer name],
I received your request to cancel policy [policy number], and I will take care of it, no hassle.
Before I do, may I ask what prompted it? If it is price, coverage, or a life change, there may be a better-fitting option or a discount you have not seen. I would rather help than lose you.
If you would still like to cancel, just say the word. Otherwise, the [next step] is a quick chat about what changed.
Best, [agent name]
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