
How insurance carriers can improve 
agent experience
Get in tune with the needs and wants of agents to ensure  
better carrier partnerships.

Agent experience survey
We gathered insights from over 1,300 independent agents on how carriers could improve their agency partnerships.  
Here’s who we surveyed:

Agents are not a monolith
There is no one-size fits all solution—carriers should empower agents to solve problems in the way that’s best for them.
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Agent experience impacts everything
It’s important to step back and view the problem from different perspectives.

Licensing,  
onboarding  

& compliance

Selling Underwriting Compensation Servicing  
& claims

Invest in your agents
Improve processes, provide support, and make  
their jobs easier.

Independent agents 
on improving carrier 
partnerships

Report for insurance carriers

NEED
Easy access to information

NEED
The ability to meet  
shifting expectations

What CSRs think carriers should be investing in:

75%
of agents said improving ease 
of communication is a top 
way carriers could get more 
of their business

said clear and accurate  
compensation statements  
are a must-have

said being able to easily view 
authorization, appointments, 
and renewal status is  
a must-have

67%

64%

Most  
important

Somewhat 
important

Minor  
improvements 
needed

I like the carriers who make it easy 
to quote and find information. We 
are very busy.

- Producer/Sales

Remember, most of our clients still 
think of me as their carrier. They 
call me for service. So anything I 
can take off their plate makes me 
more valuable to them. 

- Agency owner/principal

83%

80%

the ability to check policy 
holder status online

viewing and changing  
policies online

Must have Nice to have Not important

WANT
Fast and easy processes

WANT
Relationships with people

of agents said simpler  
processes are one of the  
top ways carriers could get 
more of their business

64%

Most  
important

Somewhat 
important

Minor  
improvements 
needed

The importance of speed in underwriting

Must have Nice to have Not important

of agents want a clear point 
of contact for licensing

of agents want personal  
relationships with underwriters

64%

60%

Must have Nice to have Not important

I would like to have a point person 
at the carrier in lieu of everything 
being online. Carriers are losing  
the personal touch relationships 
with agencies.

- Agency owner/principal

WANT
Consistency across  
carrier partners

69% of agents said digital personal 
lines rating & submission was  
a must-have technology

Must have Nice to have Not important

of all account managers and 
producers said participation in 
commercial lines comparative 
raters was a top area  
for investment

50%

Most  
important

Somewhat 
important

Minor  
improvements 
needed

of all respondents deemed  
contests a must-have for  
motivating producers

of new hire agents  
deemed contests  
a must-have

Must have Nice to have Must have Not important at allNot important

71% Female

28%  Male

1% Prefer not  
      	 to say

Gender

4% <1

5% 1–2

9% 3–5

18% 11–19

12% 6–10

52% >20

Years 
in the 

industry

4% 18–27

21% 28–43

47% 44–59

28% 60+

Age

31% 1–6

35% 7–25

17% 26–75

8% >251

9% 76–250

Agency 
employees

27% Account manager

19% Owner/Principal

15% CSR

8% Operations

14% Producer/Sales

7% Administration/	
	  HR/Bookkeeper

Role

1% 1

21% 2–10

33% 11–20

11% 26–50

20% 21–35

14% >51

Carrier 
partners

Responsiveness  
of underwriting

Fast underwriting 
decision

Fast delivery of  
policy documents

https://online.vertafore.com/eBook_AgentExperience.html
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