
Not competitive in my area

Too many agents

Bad contract

Claims issues

Our service department's hold times are too long

Internet leads don't work

No good employees in my area

My clients don't have money

The Eight Things
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The Five Pillars

Systems
Capacity
Training
Marketing
Culture
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Do's of Auto Quoting

Review personal information with customer to confirm accuracy
Read disclosures prior to running consumer reports
Connect with the customer
Follow a systematic process
Hold team accountable to daily expectations
Present a minimum of three lines
Present on the first call

Dont's of Auto Quoting

Ghost quote
Add drivers that aren’t part of the household 
Add discounts the customer isn't eligible to receive
Manipulate information or data
Present one line only
Get beat by the same objection twice
Prioritize quote system over the conversation

The Five Step Customer Conversation

Step 1: The Sales Matrix
Step 2: Fact Finding
Step 3: Coverage Explanation
Step 4: Presentation
Step 5: Closing
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Equipment List
Laptops​
Desktops​
Scanner​s
Printer​
Fax
Monitors 
VIVO Dual LCD LED 13 to 27 inch Monitor Desk Mount Stand

Communications 
Speed dials​
Skype​
Hard phones​
Soft phones​
Voicemail

Speed Dials
ILR                     
Tech Support            
SFPP                    
Personal Lines          
Business Lines         
Health                 
Life                   
Investments            

Groups for Skype/MSTeams
Customer Care Team
Account Representatives
Entire Team

Team Folders​
Delegate Access
 *Agent and Team Leaders gain ownerships of all
team member inboxes.
Auto
Fire
Life
Health
Technology
Business

Outlook

Support
Chat
Answers
AFS

1-855-259-8568
   1-877-889-2294

            1-888-311-7377
        1-844-275-7522
        1-855=275-2572

                 1-866-734-4584
                 1-877-543-3619

            1-833-593-7109

Shared Folders | Email Rules
Customer Care
Customer Email 
Claims 
SFPP
Auto Underwriting
Fire Underwriting
G4521
Sales Team
State to State
Internet Leads
Life | Health
Flood

Office Calendar 
Appointments*
Marketing Schedule**
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Account Representatives 

Trophy Club Consulting

Hybrids
Hybrid One
Claims
Retention
Customer Care Folder
SF Connect
BOD
General Service
Self-Prospects
Referrals

Hybrid Two
Claims
General Service
Self-Prospects
Referrals
GIOs and Reinstatements**
After-Hours Quotes**
Call-Ins**
Walk-Ins**
State-to-State**
In-Book Marketing Lists**
Direct Connects**
Internet Leads**

Account Rep One 
Simple Conversations
GIOs and Reinstatements
After-Hours Quotes
Call-Ins
Walk-Ins
State-to-State
In-Book Marketing Lists
Self-Prospects
Referrals
Direct Connects***
Internet Leads***

Account Rep Two 
Self-Prospects
Referrals
Direct Connects
Internet Leads

Account Rep Three 
Self-Prospects
Referrals
Direct Connects
Internet Leads

Summary
Customer Care Duties
Claims
Retention
Customer Care Folder
SF Connect
BOD
General Service 

Sales Duties
Simple Conversations 
GIOs and Reinstatements
After-Hours Quotes
Call-Ins
Walk-Ins
State-to-State
In-Book Marketing Lists
Self-Prospects
Referrals
Direct Connects
Internet Leads

Office Duties
Team Meetings
Reports
Supplies
Marketing Materials
Equipment Maintenance 
Janitorial
Opening the Office
Mail

Marketing Duties
In-Book Marketing Lists
Apartments
Mortgage Brokers
Realtors 
Microsite and Google
Self-Prospects
Referrals
Social Media Content

Administrative
Payroll
Bills 
Accounting
HR

The Four Phases of Employment
Excitement
Confusion
Doubt 
Clarity
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Customer Care Duties
Claims
Retention
Sales Duties
Simple Conversations
Office Duties
Team Meetings
Reports
Supplies
Marketing Material
Equipment Maintenance
Janitorial

Marketing Duties
Apartments
Mortgage Brokers
Realtors 
Microsite and Google
Self-Prospects
Referrals
Social Media Content
Administrative
Bills and Accounting
HR
Payroll

Agent Team Structure 
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Two "T" Graph

Can

Won't

Can't

Will

Office Designs
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Customer Care Document
SFConnect Usage: Copy text template to use for SFConnect and paste into Task or Log in ECRM-this will prevent having to check
SFConnect for prior correspondence, archive texts 
Email Usage: Follow same procedure-Use texting templates for email content
Note: New Business Documents and Cancellations within 12 months of business written goes back to TM that wrote business (add to
weekly spreadsheet)
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In-Book Marketing

Premium by Household​
Auto No Fire​
Fire No Auto​
BOD Premium Decreases
250/500/100 No PLUP​
Term Life​
Permanent Life​
Home Without a Mortgage​
Renters No Life Age 50+​
Med Supp Age 65
Life Only Customers
Renters with 1K Deductibles
Key ages customers (59,62,65,70,72)

Additional Marketing
Apartments​
Realtors​
Mortgage Brokers​
Microsite/Google​
Self- Prospects​
Referrals​
Direct Connects​
Internet Leads​
Social Media

Four Part Marketing Program
Branding
Passive
Direct 
Community Events
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Culture and Accountability
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Call Reports
Production Manager
Outlook Calendar 
ECRM
Team Meetings
Promotions


