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Start organizing, automating & growing 
your agency right now!

What is 
                    

AgencyBloc helps life and health 
insurance agencies grow their business 

by organizing and automating their 
operations using a combination of an 
industry-specific CRM, commissions 

processing, and integrated marketing 
automation.
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Retention vs. Acquisition
You’ve heard it all before, client retention and maintaining 
client happiness are crucial to the survival of your insurance 
agency. But are you taking steps to improving your client 
retention? On average, insurance agencies will lose 14% of 
their clients. That’s a good chunk of your business. Are you 
sure you’re able to fill that gap with new acquisitions? If 
you’re still unsure of how important retention is, here are 
some things you should consider:

It’s a money-saver. You should be keeping sustainability in 
mind when looking at your client retention. Acquiring new 
clients can cost up to 10 times more than selling to existing 
ones. Even a minimal 5% increase in your client retention can 
produce up to 95% more in profits for your agency. Plus it 
makes more fiscal sense when $1 spent on retention yields 
more in profits than $5 spent on new customer acquisition. In 
addition, you can boost your profits because existing clients are 
more apt to spend more on your product (up to 31% more).

It’s a better bet. 65% of your business will come from existing 
customers. Whether you’re a seasoned gambler or just a 
casual lottery lover, you know you always take the bet where 
your chances are best. You have a 29% better chance of selling 
to an existing client (60 - 70% probability of a win) than you do 
to a new prospect where you might seal the deal 1 in 5 times. 

It’s easier. Not only is it cheaper and a better bet, but it can also 
be much easier for you. Studies have found that it is 40 times 
easier to sell to existing clients rather than new leads since    
existing customers are 50% more likely to buy.

65% of your business will come from 
existing customers
LinkedIn

https://www.agencybloc.com/resources/grow-your-agency/selling/7-surprising-sales-statistics--what-to-do-about-them/
https://www.linkedin.com/pulse/what-cost-customer-acquisition-vs-retention-ian-kingwill
http://hbswk.hbs.edu/archive/1590.html
http://www.dbmarketing.com/articles/Art232.htm
http://www.invespcro.com/blog/customer-acquisition-retention/
https://www.linkedin.com/pulse/what-cost-customer-acquisition-vs-retention-ian-kingwill
http://www.invespcro.com/blog/customer-acquisition-retention/
https://www.agencybloc.com/resources/client-prospect-relationships/client-retention/how-to-keep-a-steady-flow-of-referrals-coming-in-to-your-insurance-agency/
http://www.invespcro.com/blog/customer-acquisition-retention/
https://www.linkedin.com/pulse/what-cost-customer-acquisition-vs-retention-ian-kingwill
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Retention Builds Referrals
It ’s well-known that happy customers are your best chance at 
growth. Especially in a service-centered field like insurance. 
Maintaining your client’s happiness will pay off in the end 
because they’ll be loyal and 3 times more likely to refer you to 
others. Showing your current clients that you are there for them 
and that you will be there when a disaster strikes makes a huge 
difference. They’ll see your dedication to them, their needs, and 
what’s most important to them, and they’ll grow to trust and 
respect you even more. As their trust and respect for you grow, 
so will their likelihood to recommend you to their friends and 
family when those they love are looking for coverage. 

Want to learn more about how to grow your referral base? 
Check out our free on-demand webinar on the 5 Tips for Closing 
More Referrals.

https://hbr.org/2012/12/turn-customer-care-into-social
https://www.agencybloc.com/resources/grow-your-agency/lead-generation/beyond-the-referral-5-tips-for-closing-more-referrals/
https://www.agencybloc.com/resources/grow-your-agency/lead-generation/beyond-the-referral-5-tips-for-closing-more-referrals/
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Best Practices
It can be difficult to know what steps to take and direction to 
go to increase your retention, but it ’s easier than you think. 
Since we’ve got you thinking about how important client 
retention truly is, let ’s discuss some of the best practices you 
can adopt to help build your retention.

Communication
Just like any relationship, communication is key—and if it ’s 
lacking, then there’s a chance that the relationship will not be 
long term. In a study, Rocket Referrals found that 81% of 
insurance clients leave their provider due to lack of 
communication. That’s a staggering amount for a problem that 
has a simple solution: reach out more often. To make matters 
worse, one study found that only 44% of consumers had had 
contact with their agent in the past 18 months. A year and a 
half is far too long to go without talking to your clients.

Your clients aren’t just buying the coverage you provide or the 
deal you find; they’re also investing in a relationship with YOU. 
Database Marketing Institute found that 52% of insurance 
consumers described themselves as “relationship buyers.” This 
“relationship” is created through the trust they have in you and 
the peace of mind you provide them with their purchase.

If you want to keep your clients loyal and happy, then you’re going 
to need to up your communication. Let’s go over a couple of 
different ways you can stay in contact with your clients to help 
boost their loyalty and overall happiness.

81% of insurance clients leave their provider 
due to lack of communication
Rocket Referrals

http://www.rocketreferrals.com/blog/this-is-how-you-increase-your-client-retention/
https://www.insurancenoodle.com/news/what-to-do-when-a-client-wants-to-cancel-a-policy
http://www.dbmarketing.com/articles/Art232.htm
http://www.rocketreferrals.com/blog/this-is-how-you-increase-your-client-retention/
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Email
Email is one of the most efficient and preferred ways to stay 
in touch with your clients. In fact, 72% of consumers prefer to 
communicate via email when it comes to promotional messages 
or client updates. 

Email marketing is extremely easy to use and set up, especially 
if it ’s built into your Customer Relationship Management (CRM) 
software or your Agency Management System (AMS) with 
suggested content and/or templates. Having the email 
component built directly into your CRM or AMS is advantageous 
because you’ll already have all of your data and contact 
information stored within the system, so you’ll be able to do 
everything from one centralized location. You can set up the 
type of email you want to send, select when to send, to whom 
it will be sent, and your system will do the rest. You’ll be able to 
stay in touch with your clients and agents and pass on critical 
information like:

72% of consumers prefer to communicate 
via email when it comes to promotional 
messages or client updates.
PR Newswire

Policy change and renewal reminders
Application status alerts (approved, declined, ect.)
Expiration dates (E&O, licensing, policy, etc.)

In addition to important information emails, you’ll also be able 
to set up emails that send personal messages for just that 
client. These messages can include:

Happy birthday
Happy anniversary
Happy holidays
Thank you
Welcome to our agency

http://www.prnewswire.com/news-releases/marketingsherpa-survey-of-consumer-attitudes-towards-email-marketing-reveals-strong-preference-for-email-compared-with-all-other-communications-300029767.html
http://www.prnewswire.com/news-releases/marketingsherpa-survey-of-consumer-attitudes-towards-email-marketing-reveals-strong-preference-for-email-compared-with-all-other-communications-300029767.html
https://www.agencybloc.com/tour/client-prospect-relationships/#marketing_automation
https://www.agencybloc.com/tour/client-prospect-relationships/#marketing_automation
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These messages also don’t have to be dull or just text. Selecting 
a pre-designed email template built specifically for that 
message can help make the email not only special, but it can 
also make the email unique. Here's an optional email from 
AgencyBloc’s email marketing feature that you could send to 
your clients to help celebrate their birthday:

Check out our free resource section for more email templates 
you could send your clients today!

https://www.agencybloc.com/tour/client-prospect-relationships/#marketing_automation
https://www.agencybloc.com/resources/
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Social Media
Social media presents a unique opportunity for you to connect 
with your clients and prospects where they are. These sites also 
provide salespeople with a platform to sell and spread their 
brand. Advertising and utilizing social media to sell your brand 
can be extremely beneficial with 78% of salespeople using 
social media to outsell their peers.

Social media also gives you the opportunity to get in contact 
with a variety of clientele. You’ll want to sell to each platform 
differently based on the primary users of that platform. For 
example, everyone is on Facebook, but LinkedIn is primarily 
used for businesses and professionals. The sales approach you 
choose should reflect the platform which you’re using. If you 
want to learn more about using social media to sell and spread 
your brand, check out our free eBook: Social Media for the 
Insurance Agent. 

http://www.thebrevetgroup.com/21-mind-blowing-sales-stats/
https://www.agencybloc.com/resources/grow-your-agency/online-marketing/free-ebook-social-media-for-the-insurance-agent/
https://www.agencybloc.com/resources/grow-your-agency/online-marketing/free-ebook-social-media-for-the-insurance-agent/
https://www.agencybloc.com/resources/grow-your-agency/online-marketing/free-ebook-social-media-for-the-insurance-agent/
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Texting
Texting is one sure-fire way to reach your clients. Almost 
everyone texts. In fact, 80% of adults in America text every 
single day. The open rate of texts also smashes any of its 
competition boasting a 98% open rate (email has a 20% rate 
for comparison). That sounds pretty much perfect, but there 
are 6 tips you should consider before you press send.

80% of American adults text every single day.
PEW Research Center

Permission. Always, always, always ask permission first. 
Texting a client can feel like an invasion of privacy for them, so 
make sure they’re okay with you texting them first. Texting can 
be an ideal way to communicate with opted-in clients but is 
NOT a recommended means for prospecting.

Abbreviations. Abbreviations are great for quick messages to 
your friends and family, but to your clients, it can misdirect or 
mislead them. Well-known industry abbreviations like OE for 
Open Enrollment are well known to you and your coworkers, 
but your clients might not know what you’re talking about and 
could get confused easily.

Tone. Remember, messages through text can quickly get lost in 
translation. One of the first things to get confused is tone and 
meaning—maintaining the same tone you’d use in an email or 
face-to-face conversation is crucial when it comes to texts. In 
short, avoid any sarcasm or jokes that could be misconstrued.

Length. Messages can be delivered a couple of different ways 
depending on the type of phone your client has. Sending a 
paragraph text can be delivered in one long message, or it 
might be chopped up into multiple messages in a random 
order. To reduce confusion and irritability, make sure any text 
you send is quick and to the point.  Also do not send a series of 
texts, condense your 

http://www.pewinternet.org/2013/09/19/cell-phone-activities-2013/
https://onereach.com/blog/45-texting-statistics-that-prove-businesses-need-to-start-taking-sms-seriously/
https://onereach.com/blog/45-texting-statistics-that-prove-businesses-need-to-start-taking-sms-seriously/
http://www.inman.com/next/6-texting-tips-for-communicating-with-clients-on-the-go/
http://www.pewinternet.org/2013/09/19/cell-phone-activities-2013/
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message into one short communication. Many people set 
notification sounds for texts and a series of texts can set off 
unwanted repeating text notifications. 

Response time. The time stamp of your response will set what 
is acceptable. By that we mean, if your client texts you at 5 a.m. 
and you respond at 5 a.m., then your client will now feel 
comfortable contacting you at that hour in the future. This goes 
for night, as well. In addition, responding quickly will set the 
expectation that you will always be quick to respond. Even if you 
are not “on the clock” when a client texts you, we recommend 
setting an “out of pocket” text response letting your client know 
when you will be available and what to do if they have an 
emergency. 

Legalities. Be careful what you send in a text message. If the 
subject matter is too personal or informative, then it’s probably 
best delivered in a secure server transmission. Likewise, if it’s 
about a topic that will require an in-depth discussion, then it’d 
be better if you called them. Text messaging is great for quick 
and simple messages, whereas emails and phone calls are best 
for discussion and explanation. You can visit HHS.gov to get a 
comprehensive overview of HIPAA rules.

http://www.hhs.gov/hipaa/for-professionals/index.html
http://www.hhs.gov/hipaa/for-professionals/index.html
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Organization
Can you truly serve your clients to the best of your abilities if 
your book-of-business isn’t organized? Organization can make a 
huge difference in how you serve your clients, how productive 
you are, and the longevity of your insurance agency. Do you 
currently have stacks of paper in filing cabinets or masses of 
spreadsheets in Excel? Studies have found that you can spend 
up to 4.3 hours every single week searching for paper files. 4.3 
hours! That’s over 9 days spent simply searching for 
information every single year. Think of what you could 
accomplish in that time. You would definitely have extra time 
to put towards serving your clients. In addition to all that lost 
time, those files are more than likely wrong. Scoro found that 
88% of all Excel spreadsheets contain errors. 88%! Think of how 
those errors could drastically affect your day-to-day business, 
the decisions you are making and how you serve your clients. In 
addition to saving you time and reducing manual-entry errors, 
buying into an AMS can also be cost effective, Nucleus Research 
found that every $1 spent yields an average return of $8.71. 

Buying into an AMS or CRM can be extremely beneficial for you 
and your agency. Industry statistics reveal that 90% of 
insurance agencies use an Agency Management System(AMS). 
It can help you better serve your clients because you’ll have all 
of their information at the ready. (And if you’re mobile, you can 
pull it up from anywhere!) You can grow your agency 
because you’ll have snapshots into your business, see where 
you’re most profitable, and where you need to improve or 
carriers/policies you need to drop. Lastly, you will be able to 
make more-informed business decisions because you’ll have 
the knowledge of how your business is performing and where 
your profits are truly coming from. Let’s discuss some of the 
major benefits you’ll experience when you upgrade your 
system.

http://www.reliableplant.com/Read/16652/reduce-office-clutter-to-increase-productivity,-efficiency-profitability
https://www.scoro.com/4-reasons-why-ms-excel-is-bad-for-your-business/
https://twitter.com/Infusionsoft/status/724946181722411009
http://www.independentagent.com/Resources/AgencyManagement/ACT/Pages/efficient/SystemPurchases/ACT_Top10ReasonsAMS.aspx
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Proactivity
One of the best ways you can serve your clients is by being 
there for them even when they don’t know they need you. 
Giving them “insider information” is one way to proactively 
protect your clients and watch out for their best interest. 
Pulling reports from your system to find those of your clients 
that will be affected by policy or carrier changes will give you 
the opportunity to contact those clients and find a solution 
before the problem presents itself. Not only will this be a huge 
relief for your clients, but it will show them that you care about 
them. It will also provide them more peace of mind because 
they know that they will always have you in their corner 
watching out for them. Contacting them early, providing a game 
plan, and following through will do wonders for your client 
loyalty and client trust.

Productivity 
We discussed earlier how you could save a good portion of your 
day by switching to an AMS from Excel. But it ’s not just those of 
you using Excel that could save time. 44% of agencies reported 
feeling a “significant” productivity increase after implementing 
an AMS. Having all of your data points and information in one 
centralized location makes it simpler to track down certain 
clients, agents, policies, carriers, commissions, communica-
tions, etc. and have everything you need at your fingertips.

To make your day-to-day processes even easier, consider 
buying into an AMS that provides you with Automated Workflow 
capabilities. Automated Workflow increases efficiency and 
ensures accuracy in your agency through the use of 
automated emails and activities. These emails and activities 
can assist you by alerting your agents about policy and client 
changes and agent-specific expirations by automatically

44%
of agencies reported feeling a 
"significant" productivity increase 
after implementing an AMS
Independent Agent

https://www.agencybloc.com/tour/grow-your-agency/
http://www.independentagent.com/Resources/AgencyManagement/ACT/Pages/efficient/Workflow/2014%20Agency%20Universe%20Study%20-%20Technology%20Summary.aspx
http://www.independentagent.com/Resources/AgencyManagement/ACT/Pages/efficient/Workflow/2014%20Agency%20Universe%20Study%20-%20Technology%20Summary.aspx
https://www.agencybloc.com/lp/agencybloc-automated-workflow/
https://www.agencybloc.com/lp/agencybloc-automated-workflow/
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assigning tasks to that agent. It will also help you stay in 
contact with your clients with automated emails to notify them 
of policy renewals, with them a happy birthday, and point out 
carrier changes. Using Automated Workflow will help you do 
more in your week in less time.

Transparency 
You want to be honest with your clients as you want them to be 
honest with you. Are you 100% sure you know how your clients 
feel about you? Happy clients are the key to client retention 
and client referrals. Realizing the true feelings your clients have 
towards you is crucial to keeping them. If you’re not sure how 
to ask, try running a Net Promoter Score (NPS) campaign. This 
is how the NPS operates and determines the happiness of your 
clients:

https://www.agencybloc.com/resources/client-prospect-relationships/client-retention/a-really-simple-way-to-understand-the-nps-score/
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If you want to learn more about NPS and how you can run an 
NPS survey in your agency, check out this infographic or watch 
this webinar and see how your clients truly feel about you.

Mobility 
Can you answer your client’s questions on the go, or are you 
tied to your desk? Going mobile can be extremely beneficial for 
client retention because you will be able to securely pull up all 
of your client’s information from anywhere, so you can answer 
their questions at any time. Mobility reduces the time your 
clients wait for you to call them back with answers to their 
queries, and it allows you to serve them in a more efficient 
manner that gains you time back in your day. It can be a 
challenge, but it is a necessity your agency should master in 
order to stay relevant and continue to grow into the future. 
What does it mean to be mobile?

Prepared. Always be ready for client and prospect meetings. 
Access the right information at the right time to best help your 
clients and answer their questions. A cloud-based, 
mobile-friendly system means you can open the database from 
any browser on any digital device.

Flexible. Work from anywhere, at any time, on any mobile 
device. All you need is an internet connection. It gives you the 
ability to meet your clients in their comfort zone without the 
restrictions of a traditional desktop system. It also allows your 
agents to serve their clients’ needs when and how they want, 
sowing the seeds for future referrals.

Faster communication. Having a system that is cloud-based 
allows you complete access from anywhere so you can answer 
your client’s questions in real time, rather than having to tell 
them you’ll call them back when you return to the office. Faster, 
more-complete responses will increase your client’s happiness 
and will make them want to stay. Studies have found that the 
happiness of your clients can actually increase by up to 74% just 
by responding quickly to requests and inquiries.

https://www.agencybloc.com/resources/client-prospect-relationships/client-retention/how-to-communicate-with-your-promoters-passives--detractors-from-your-nps-survey/
https://www.agencybloc.com/resources/client-prospect-relationships/client-retention/how-to-communicate-with-your-promoters-passives--detractors-from-your-nps-survey/
https://www.agencybloc.com/resources/client-prospect-relationships/client-retention/infographic-what-is-the-nps/
https://www.agencybloc.com/resources/client-prospect-relationships/customer-experience/webinar-nps/
https://www.agencybloc.com/resources/manage-your-agency/technology/why-your-insurance-agency-needs-to-go-mobile/
http://www.superoffice.com/blog/infographic-the-rise-of-the-mobile-crm-app/
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You will continuously lose clients every year for a variety of 
reasons. However, by analyzing your processes now and 
putting more effort into your client retention efforts, you could 
reduce the amount of clients you lose every year and boost the 
amount of referrals you receive. Client retention is something 
you should always  be aware of and know where you stand. 
Buying into an Agency Management System (AMS) or Customer 
Relationship Management (CRM) software are tools you should 
highly consider to help you improve your client retention 
efforts, boost your agency productivity and grow your agency 
into the future. 

If you want to learn more about what you should consider 
looking for in your new AMS, check out our free eBook detailing 
the 5 Steps to Choosing an Agency Managment System.

https://www.agencybloc.com/tour/
https://www.agencybloc.com/resources/manage-your-agency/technology/5-steps-guide/
https://www.agencybloc.com/resources/manage-your-agency/technology/5-steps-guide/


Ready to see if 

is the AMS for you?
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AgencyBloc is an agency management system that helps 
life and health insurance agencies grow their business with 

an industry-specific CRM, commissions processing, and 
integrated business and marketing automation.

Check out our Overview Video to learn more:

https://www.agencybloc.com/lp/try-now/?utm_source=page-20&utm_medium=ebook&utm_campaign=client-retention-ebook



