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Imagine this scenario: a customer calls your agency in a 
heightened state of anxiety to advise you that he is on 
vacation and, upon getting back to the room, discovers 
that the diamond in his wife’s ring appears to have fallen 
out of the setting and is gone. “At least we have 
insurance on it” are his next words.  !

Fortunately, this story has somewhat of a happy ending as your agency representative 
tells the customer that “yes, it was insured and we will go ahead and file the claim.” 
Unfortunately, not all calls like this have a positive outcome. What’s the common 
difference? Typically, the positive outcomes involve agencies that made a conscious 
effort to educate their customers on what the customers’ insurance covered and what it 
didn’t.  
 
So, how educated do you want your clients to be? If you are an agency like the one 
above, the advantages are clear. The agency sold a jewelry floater to this customer, 
thus realizing some commission. It also has a customer that will now benefit from the 
insurance that was purchased. It is not hard to imagine that this customer will tell friends 
and associates how fortunate he and his wife are to have their insurance with you. Now, 
turn this story around. You would have a husband and wife who are customers that 
have lost a precious piece of their love only to find out that they had no coverage for 
their loss. This is when errors-and-omissions claims can rear their ugly heads. !
Start with Your Staff  !
A key aspect of customer education starts with the staff. Ensuring educated customers 
requires an educated staff. The staff, usually the producers and account managers/
CSRs, is who interacts with customers on various coverage issues. The staff must be 
educated on the products they are selling to be able to provide quality coverage 
information. !
On-the-job training and coursework will play a central role in achieving the desired 
technical knowledge for the staff. Since it is fundamental to your organization to have 
competent, highly skilled people, agencies should establish a budget earmarked strictly 
for education. This is important as an educated staff should serve your agency well. 
Building into each employee’s annual goals an objective focused on enhancing 
technical competence helps ensure a keen focus on education. Determining the 



appropriate coursework should be a collaborative effort so the staff has “skin in the 
game.” !
Agency staff meetings provide a great opportunity to educate the staff on technical 
issues. Each time you meet with the staff, review a technical issue. It could be a topic 
they are less than comfortable with or a question your customers frequently ask. The 
various exposure analysis checklists are also valuable in providing extensive technical 
and underwriting information on hundreds of different SIC classes of business. These 
checklists enhance the staff’s knowledge and are more than just a tool to identify 
prospects’ or clients’ exposures. They will assist greatly in helping your producers/
account executives become authorities on the various classes of business and the 
exposures they present. !
Effective Education !
How confident are you that you know the exposures of each of your customers? This 
can change fairly often, so even if you knew the information last year, there is the 
possibility that exposures have changed since then. Ideally, it would be great to sit down 
with each customer for a face-to-face account review or to discuss the customer’s 
insurance portfolio over the phone. This would enable you to ask all of the key 
questions and provide the customer with further insight on vital coverage issues.  
 
This would have been extremely beneficial, for example, prior to Super Storm Sandy, 
enabling agencies to educate customers on the various nuances of flood coverage. 
Unfortunately, this face-to-face meeting may not be possible with many of your 
customers unless you have Saturday hours. One option to consider is to either use one 
of the personal lines questionnaires found in some of the various exposure analysis 
checklists (Rough Notes has a useful questionnaire in its Producer Online product) or 
develop a questionnaire yourself. The goal would be to send out this questionnaire, in 
paper form or electronically, to each customer and request that the customer reviews it 
and then provides his or her responses. Plus, developing a section on your agency 
website addressing each of these issues can provide customers with information on 
crucial coverage issues and considerations for each of the questions in the 
questionnaire. !
A paper or electronic newsletter is another means to educate customers. In terms of 
content, address issues unique to that time of year. These could be weather-related or 
may involve the insurance implications of kids going off to college. Social media 
postings are also a great way to educate customers. What’s more, including definitions 
and claims examples on your insurance proposals has shown to be effective in 
educating customers and prospects.  !!!


