
Customer Success Analyst

Toronto, ON

Chisel offers the global insurance industry the only out-of-the-box solutions that apply natural language processing and AI to
unstructured data sources such as insurance documents. These solutions empower commercial lines insurance carriers and
brokers to free trapped knowledge and automate E&O policy checking, quote comparison, submission prioritization, and
submission triage.

We have been recognized and supported by several of the top accelerators in Canada including the Creative Destruction Lab,
DMZ, and Next36. In early 2019, Chisel won gold at the Zurich Innovation World Championship and in 2018 was crowned the
winner of the ACORD Global InsurTech Innovation Challenge.

Chisel is looking for smart, talented, and resourceful people who can bring their drive and energy to an early stage startup that is
poised to scale. We successfully raised one of the largest seed rounds in Canadian history and are well funded by Venrock, a
leading Silicon Valley venture firm. Venrock invested in Chisel due to our compelling value and dedication to transforming how
insurance companies address the data challenge. We are now taking that capital and investing it in our people and our growth.
Visit us at https://chisel.ai/

Customer Success Analyst
Chisel is looking to add a Customer Success Analyst to itâ€™s growing team! We are looking for someone with the energy and
enthusiasm to join a start-up, where flexibility and versatility are required, and where we often need to figure things out from
â€œfirst principlesâ€ . You have high attention to detail and the ability and desire to learn new concepts, software applications,
industry content, and terminology with enthusiasm and passion.

Reporting to the Director of Customer Success, the Customer Success Analyst will help drive customer satisfaction through
diligent follow-ups, assist in identifying possible opportunities in existing accounts for new and expanded roll-outs, and work
towards building long-lasting relationships with Chiselâ€™s customer base. You will be responsible for leading the elaboration of
test plans and approach for customer-specific deliverables, logging, and tracking customer and project-specific issues and bugs,
and you will participate in the elaboration of ongoing project plans. If this sounds like the role for you, keep reading!

Responsibilities

Gather and document client requirements (such as business rules and customer-specific artifacts and requirements) and
communicate them to the development/technical team
Gather internal status on progress for customer project tasks, and prepare customer-facing Status Reports
Attend Weekly Status Meetings with customers; capture meeting minutes and action items/follow-ups
Review and assess artifacts received from customers, identify possible information gaps
Develop Workflow and Process documentation to provide analysis and comparison of customer's "As Is" process vs. "Chisel
process"
Assist with responding to customer information security questionnaires
Log customer- and project-specific issues and bugs, and track status from â€œfirst loggedâ€  to â€œresolvedâ€ 
Conduct testing of Chiselâ€™s application(s) within the context of client-specific deliverables
Conduct internal analysis of validation/testing results, prior to delivery of results to customers, as needed
Prepare end-user training material and documentation
Plan and deliver onsite end-user training
Support end users on-site during go-live events
Provide end user support in the initial aftermath of go-live events until the transition to Customer Support organization is
affected
Assist with all aspects of on-boarding of end users.
Assist Account Executives by providing information to build business cases and other pre-sales requests
Participate in answering Requests for Information / Requests for Proposals
Assist with the scripting of Chiselâ€™s demos based on existing use cases and scenarios
Learn to deliver Chisel standard demos to assist with post-sale re-enforcement at customers, when required
Participate in testing of new features and new applications
Support senior management with requests for information, tasks requiring analysis, research, and general "figuring it out", as
directed.

Qualifications

Bachelorâ€™s Degree in Computer Science or Business/Commerce or other relevant field required
1-3 years experience in a customer-facing, customer support, consulting role or pre-sales role in a technology company,
preferably in software
Demonstrated knowledge of the insurance industry, specifically Commercial Insurance, at the carrier and broker levels â€“
preferred but not essential
Experience working for a start-up â€“ preferred but not essential



Great communication skills, verbal and written
Fluent English (verbal and written) â€“ working knowledge of additional languages is a bonus!
Experience (and demonstrable knowledge) working with Microsoft Office Suite applications (Outlook, Word, Excel,
PowerPoint), and applications such as Paint, JIRA, Teams, Slack, Smartsheet, and others
Congenial interpersonal skills, to build and maintain good professional relationships
Strong analytical skills, and a demonstrable knack for problem-solving!
Excellent attention to detail, to spot and correct typos in an email before it is sent to a client, or find the one formula in an
Excel spreadsheet where 1+1 unexpectedly does not equal 2
The ability to learn how to interpret business requirements and understand their technical implications
The ability to learn, understand and relate technical concepts to business applications and contexts
Patience and willingness to perform mundane tasks occasionally
The creativity to come up with proposed solutions for new problems, such as creating new templates and documents when
there is no previous example to follow
The willingness and ability to focus, and work smart, to deliver what is required when it is required
The willingness and ability to receive feedback and apply it, to continuously improve through growth

Chisel AI welcomes and encourages applications from people with disabilities. Accommodations are available on request for
candidates taking part in all aspects of the selection process.


