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Marshall Katz

© Marshall Katz
Recording and or use without the authors 

written consent is strictly prohibited.

A Day in the Life of an Insurance Agent

“woke up fell out of bed dragged a comb across my head”

Disclaimer 
The information in this outline is to be used as a guide only. Neither the author, MAIA, affiliates, or any other 

organizations associated with this outline or presentation are liable for misprints, typos, interpretations held 
different from any person or organization. Policies, riders, endorsements, coverage, and any issues not being 

able to cover exposures are the agent and company responsibilities. 

marshkatz2013@gmail.com

Keep for the future
• Follow up
• Questions
• Jokes
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This program is designed to provide accurate and authoritative information in 

regard to the subject matter covered. It is provided with the understanding 

that the publisher is not engaged in rendering legal, accounting, or other 

professional service. If legal or other expert assistance is required, the 

services of a competent professional person should be sought.

With special thanks to the Insurance Services Office, Inc. (ISO) and The 

Automobile Insurers Bureau of MA (AIB) for advance information, 

continued support, and permission to use their forms and information.

 A Day in the Life of an Insurance Agent
oWe will discuss the process one goes through from a day-to-day perspective from getting our first 

coffee to the last and how to make life better and earn more dollars.
oHour 1 – 15 Minutes Each Topic
Open the Door
Old Stuff
The Mail
All Set for The Day

oHour 2– 15 Minutes Each Topic
What Could Happen
Marketing
Public Relations
What Carriers Do We Have or Need

oHour 3 – 15 Minutes Each Topic
Equipment Needed
Staff Needed
 Issues That Pop Up
Discussion and Wrap Up
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What forms will we be talking about today.

• © Insurance Services Office, Inc.

• Copyright, Automobile Insurers Bureau

What forms will we NOT be talking about today.

• Contains copyrighted material of the Insurance Services                

Office, Inc.

• Contains copyrighted, of the Automobile Insurers Bureau

• AAIS

• MSO

• Carriers own forms

If it’s not ISO or AIB out of the box; know what the differences are by   
asking the claims department to give you the cheat sheets. 

Review what they state and 
compare and contrast coverage.

Thanks ISO & AIB and Others for allowing us to use your forms!
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Open the Door

• What time do you open

• Do you have the keys

• Do you have the current alarm code

• What time could you open

• What time do you close

• What time could you close

• Do you have a go kit for the office

Old Stuff
• What old stuff

o Prioritize

o Email

o Mail

o Fax

• Someone’s on vacation

• Punch list failure
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The Mail

• Who’s job is it

• Who’s job when someone is on vacation

• How can we reduce the mail function

• How does it get to the post office daily

• Do we use bulk mail

All Set for The Day

• Computer is up and running

• I have my lunch money

• Calls come in and I log them how

• Walk ins come in and who takes care off them

• I get a complaint; what’s the process now
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CHAPTER 176D. UNFAIR METHODS OF COMPETITION AND UNFAIR AND DECEPTIVE
ACTS AND PRACTICES IN THE BUSINESS OF INSURANCE

Chapter 176D: Section 3. Unfair methods of competition and unfair or deceptive acts or practices

(10) Failure to maintain complaint handling procedures; failure of any person to maintain a complete 

record of all of the complaints which it has received since the date of its last examination, which record 

shall indicate in such form and detail as the commissioner may from time to time prescribe, the total 

number of complaints, their classification by line of insurance, and the nature, disposition, and time of 

processing of each complaint. For purposes of this subsection,   complaint shall mean any wri en 

communication primarily expressing a grievance. Agents, brokers and adjusters shall 

maintain any written communications received by them which express a 

grievance for a period of two years from receipt, with a record of their 

disposition, which shall be available for examination by the commissioner 

at any time.

What Could Happen

• The day was scheduled and what ruined the timeline

• SMART (Specific, Measurable, Achievable, Relevant, and Time-Bound)

• Timewasters

• All the staff are in class the same day

• The power is out and the computers and phones are down

• The office caught fire overnight

• The A/C went off and it’s 100 degrees outside
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How are these?
• I will add 1,000 customers.

• I will increase commissions by 75%.

• I will add $5,000 for revenue each month.

• I will add $50,000 for commissions in commercial 
lines by year end.

By when, what lines?

By when, what lines?

What lines, how long?

$50k, CL, Year end.

Time Wasters - (t h e  l i s t )
“The Time Trap” R Alec Mackenzie

1. Management by crisis
2. Personal phone calls
3. Inadequate planning
4. Too much to do
5. Drop-in visitors
6. Bad delegation
7. Disorganization
8. No self-discipline
9. Can’t say no
10. Procrastinate

11. Meetings
12. Paperwork
13. Not finishing tasks
14. Inadequate staff
15. Socializing (web)
16. Confused duties
17. Poor communicator
18. Inadequate controls
19. Incomplete information
20. Travel
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Time-Wasters
• Management by crisis

– Reactive vs. proactive / flood premiums
– MPIUA / Host liquor claim by vehicle

• Telephone interruptions
– Have quiet time
– Forward calls when with prospect/customer
– Block out phone time

• Inadequate planning
– Plan, plan, plan by day, week, month, year,  5 

year, etc.

Time-Wasters
• Attempting too much

– Break down work
– Complete one thing before beginning another
– Multi-task is today’s environment? Does not work.

• Drop-in visitors
– Prepare exit strategy
– Stand up and explain

• Ineffective delegation
– Make list of delegable tasks
– Do it
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Time-Wasters
• Personal disorganization (steveanderson.com)

– Group tasks
– Create files (desk, email, internet, 

www.roboform.com, google, etc.)
– Sort and organize end of each day

• Lack of self-discipline
– Set priorities (next topic)

• Say no
– Not my job
– We do not write those lines, not a lawyer, etc.

Time-Wasters
• Meetings

– Is it necessary
– Set goals
– Start and end on time

• Paperwork
– Handle once
– Batch process

• Leaving tasks unfinished
– Complete before moving on

• Socializing
– Track this to see how much time is spent!
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Time-Wasters
• Confused responsibility

– Clarify with management

• Poor communication
– Who and for what

• Inadequate controls and progress reports
– Written procedures manual
– Audit staff

• Incomplete information on anything
• Travel

– Combine trips if possible
– Schedule to avoid conflicts

Time wasters (URA’s-Unwanted Repetitive Actions)

• Cancellation notice follow-up

• Cancel re-writes

• Quoting shoppers with no review

• Mortgage company issues

• Other areas that are not our responsibility
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Marketing

• What is marketing

• Who is responsible for producing marketing collaterals

• Where does the agency do their marketing

• When do you do marketing

• Referrals come from where

• How often should the agency work on marketing

Suspects

Prospects

Customers

If I can show a lower or 
the same premium than 

you have now for as good 
or better coverage is there 
any reason you would not 

buy from me?

If they balk…move on or 
get them to a fee based 

plan…?

Now we have to keep 
them.
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Suspect Stage
Call comes in – Hi, I’d like to get a quote on auto insurance.

Prospect Stage
CSR/sales – We would love to do that for you. I just need 
some information from you if that’s ok. 1st what is your 
goal of me? Wait for answer. Ok, save money. If I can show 
a lower or the same premium than you have now for as 
good or better coverage is there any reason you would not 
buy from me? Wait for answer. If they balk or state I have a 
family member in the industry, we’ll probably move on to 
the next suspect. If they agree we need to get them into 
the next stage quickly.

Customer Stage
We wrote the policy, now keep them happy

Prospecting Database
• Natural contacts
• Personal observation
• Centers of influence
• Referrals (warm)
• Cold calls
• Direct mail (cold)
• Directories
• Mass marketing
• Inbound requests
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Hints 
 

  Your…….. 
 

Doctor 
 

Dentist 
 

Banker 
 

Accountant 
 

Attorney 
 

Pharmacist 
 

Barber 
 

Hairdresser 
 

Plumber 
 

Electrician 
 

Carpenter 
 

Priest  

Minister 
 

Co-worker 
 

Travel Agent 
 

Fellow Student 
 

Auto Mechanic 

WE NEED YOUR HELP 
 

We would appreciate the names of those you know who 
would enjoy door to door service at their home, office, our 
office, or a mutually convenient location.  
 

name_____________________________ 
address___________________________ 
phone home__________work___________ 
email _____________________________________ 
 

 friend         relative         associate         neighbor 
 

name_____________________________ 
address___________________________ 
phone home__________work___________ 
email _____________________________________ 
 

 friend         relative         associate         neighbor 
 

name_____________________________ 
address___________________________ 
phone home__________work___________ 
email _____________________________________ 
 

 friend         relative         associate         neighbor 
 

your name_________________ 

Laura

Betty

Heather

Colleen

Melissa

Center of 
influence

Marshall gets to meet 
Laura, Betty, Heather 
and Colleen through 
introductions from 

Melissa.

Melissa does not have 
to be a customer of 

Marshall.

How do I meet Centers of Influences (professionals)                           
BNI, Chambers, volunteering, business after hours, clubs,  Etc.

Melissa is a valued 
professional in the 

community that I met 
through a business 

encounter!!

Centers of influence are People
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Identify Buyers of Specific Products

• WIIFM Radio (what’s in it for me)
• Golfers HO policy
• DJ’s Package
• Mechanics Coverages
• Churches
• Golf Courses
• Ski Mountains
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It’s a car…  
it’s a plane… 
it’s Terrafugia

Who’s going to get to 
market 1st for the 
combination auto/plane 
policy and claim to be the 
“only”, “1st”, “innovative” 
“expert” company to 
insure these?

Image (Branding)

Office
location

Office interior 
design Staff

Promotional
– “you are 

the expert for 
that…”

Staff 
brochures 
– “who’s 

here”

I t ’ s  a  p a c k a g e !

Appearance

Staff   Office Location   Promotional
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Branding??

Public Relations

• What is public relations

• Who is responsible for creating public relation events

• Where does the agency post the events for the public 

review

• When do you do public relations

• Referrals come from where

• How often should the agency work on public relations
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A picture is worth a thousand words!
Your staff 
pictured here

What Carriers Do We Have or Need

• Taking inventory

• Why does the agency have who they have

• Do we need other carriers that have a great reputation

• Does the agency need to eliminate carriers that do not 

support our customers or us

• What forms do the carriers use
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Agency Evaluation of Insurers

Selecting an Insurer
1. Financial Stability
2. Reputation 
3. Policyholder Services
4. Claim Services
5. Marketing practices (pricing)
6. Underwriting practices
7. Terms and conditions

The list!

Insurers Financials
• Balance Sheet

–Snapshot of assets and liabilities; then

• P & L
–Income or loss for a stated period in time

• Signs of Problems
–High loss ratios
–Sale of assets
–Reduction in surplus
–Portfolio changes

- High increase in 
premium written

- What are other 
agencies saying
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Sample Profit & Loss Statement
January 1, 20XX to December 31, 20XX

Revenues
Commercial Construction $2,500,000
Residential Construction $1,500,000
Design Services $1,000,000
Uber Ride Services $     50,000
Phlatbed Delivery $     25,000
Total $5,075,000
Expenses
Payroll $1,000,000
Vehicles $1,000,000
Rent $   900,000
Repairs $   250,000
Insurance $1,000,000
Total $4,150,000
Profit or <Loss> $   925,000

Agency Evaluation of Insurers

1. Reinsurance 
2. Business written
3. Market withdrawal
4. Frequent change   

of accounting firms
5. Investment choices

6. Slow pay claims
7. Poor service
8. Lowest rates
9. Not able to use 

some premium 
finance companies

10. Wholesale    
employee exodus

Factors to Consider for  Financial  Strength
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Great 
email.
Before 

hurricane 
Dorian.

Sometimes hard to know…

• ©Insurance Services Office

• Contains copyrighted 
material from the Insurance 
Services Office

• Not the same
• What are the 

differences
• For better or 

worse
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From an agency owner                                
speaking of carrier services.

just wondering what you are hearing from agents -- a lot of 
the carriers are making the agent responsible for sending 
out the BOOK (new auto jacket) -- pretty costly -- carrier 
says they'll make the jacket available on their website - they 
show the link "hidden" on the dec…

have you heard anything about what agents are doing

Equipment Needed

• Is the agency hardware getting old

•Has the software lost its flavor on the bed post overnight

•Phone system need upgrading

•Outside sales need the bells and whistles

•What could get us recognized…a marketing story
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Staff Needed
• Do we have all the staff we need

• Do we have too many staff

• What’s the future  outlook

• Are we building a stockpile of names

• Where are  we getting them from

• Is the agency working with a 3rd party HR firm

https://www.reaganconsulting.com/best-practices
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Thanks Reagan 
Consulting and 

your sponsors for 
having such a 
valuable tool.

Industry Trends

Agency with 
specific 

departments
New 

Business
Quotes, 

applications, 
uploads, etc.

Renewal
Re-Quotes, 

letters,  
changes, etc.

Boss
Carriers, 

automation, 
marketing, 

accounting, etc.

Customer 
Service
Phones,      
walk-ins

claims, etc.

Sales
Gets customers from 

being suspects to 
prospects to 
customers

Claims
Helps make a 

customer happy
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The Well Set up Agency With Multiple Sources of Revenue

MAIA Holding Company
Insurance Divisions

P & C Agency

Benefits Agency

Advisory Services

Non-Ins Divisions

HR Services

Legal Services

Other
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Issues That Pop Up

• What stops you in your tracks

• How do you handle

• The One Minute Manager – Blanchard & Johnson

Discussion and Wrap Up

• What do you want to bring up

• What did we get right today

• What did we get wrong today

• Betterments and improvements
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marshkatz2013@gmail.com

Thank you for 
sharing part  of 

your day! 




