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Impact of Data & Technology 
Every Role in an Agency 

DATA
DRIVEN
ORGANIZATION
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Air Fryer  
Society 

Everyday 
Technology  
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NETFLIX IS WATCHING…

…when you pause

12

…the content you watched

…the date/Time you watched

…if you returned to your content

…the location you watch from

…the device you used to watch

…your ratings

…your searches

…your browsing behavior

10

11

12



1/28/2023

5

Companies who failed adapt 
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Relationships

AGENT OF
THE FUTURE

Technology

Data

INTELLAGENTS.io 14

INDEPENDENT AGENT CHOICES

15

• Customers
• Niche & Focus Areas
• Software
• Employees
• Carriers
• Partners
• Technology
• Geographical Footprint

CUSTOMERS

EMPLOYEES

NICHES 
& FOCUS

SOFTWARE

PARTNERS

TECHNOLOGY

GEOGRAPHY
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Independent Insurance 
Marketplace 

Number of 
Independent 

Agencies 
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Industry Trends - Agency Universe Study 2022 
Total Number of Independent Insurance Agencies  

Industry Trends
Agency Distribution by Size 

83.6% 
$1.25M or less in Revenue – 33,400

Under $100K 31% or 12,400   10,500 
15,040 

15,960 9,600 
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AGENCY DEMOGRAPHICS 
2000-2022

Jumbo

Large

Medium - Large

Medium

Small - Medium

Small

42K (14%) 40K

Number of M&A 
Transactions in 

2022  
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2022
2nd Highest 
Year in 
History 

Factors Impacting the Market 
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Positioning for Growth & Scale 

Know Your 
Numbers

Redefining 
the Team Technology Niche Networks 
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InsurTech 
Trends 
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Why So Many Are Selling
• Rising third-party valuations

• Size and Scale matter

• Many agents are not positioned to adapt or perpetuate

WHY ACQUIRE?
Organic Growth v. Acquisition Growth 

The Average Agency 
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Average 
Agency  
2021

$1.28M Revenue (range $480K-$5.8M)

Average – 7.5 employees 

Avg growth – 5%  BP – 6-8% Top is 15-23%

EBITDA – 19% Pro forma – 30%

Multiple Averages:  6.9x – 7.3x

Owner Age – 54 (range was 34-82)

Never had a valuation prior – 93%

Agency Benchmarks 

COMPENSATION & 
BENEFITS 

OUTSOURCED 
SERVICES 

MARKETING TECHNOLOGY

Why are 
Agencies 
seeking a 
Valuation? 

Sell
28%

Plan
15%Buy

9%

Internal 
48%
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Data-Driven 
Organizations

Insurance Consumers 

79% Consumers ran a search online 

50% of the searches on mobile devices

89% Do not have a company in mind 

Insurance Consumers 

100% ”Insurance near me”

78% call after a search 

62% said talking to the agent was the most 
influential factor in the decision.
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Survey from Applied
Understanding Buying Behaviors of and Preferences of Young Adults 

Legacy 
systems 
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Business is good….or is it?  
90% retention 

76% grew
40% hiring  

If you’re not moving 
forward, you’re 
moving backwards.

Process to Becoming Data-Driven 

DEFINE THE 
PROBLEM

ASSESS NEEDS IDENTIFY & 
EVALUATE 

PLAN & 
IMPLEMENT   

MEASURE & 
ADJUST 
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Categories of Technology 

• Platform to identify, evaluate and implement technology 
• User Reviews & Expert Reviews 
• Assessment & Progress 
• Community and Education 

• Do it yourself
• Do it with me 
• Do it for me 

Finding New Business 

1

Define the Problem

2

Assess needs 

3

Identify & Evaluate 

4

Plan & Implement   

5
Measure & Adjust 
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The Basics 

WEBSITES – Small Businesses
2018

47%
had no website 

2020

27% 
have no website 

49

50

51



1/28/2023

18

Retaining business 

1
Define the Problem

2
Assess needs 

3
Identify & Evaluate 

4
Plan & Implement   

5
Measure & Adjust 

Customer Experience
Net Promoter Score  
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What is the impact?   

AGENCY SERVICE PRODUCER 

Finding New Business 

1

Define the Problem

2

Assess needs 

3

Identify & Evaluate 

4

Plan & Implement   

5
Measure & Adjust 
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What is the impact?   

AGENCY SERVICE PRODUCER 
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Efficiencies
Carrier Relationships
Staffing 
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1

Define the Problem

2

Assess needs 

3

Identify & Evaluate 

4

Plan & Implement   

5
Measure & Adjust 
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Define the Problem Assess needs Identify & Evaluate Plan & Implement   Measure & Adjust 

Ability to Reallocate Workloads
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Impact to Your Agency’s Value

CSR
Virtual 

Assistant Difference 
43,680$   14,560$            29,120$            

Multiple Impact 
Internal 7.5 218,400$          

External 9.5 276,640$          

Utilizing Virtual Assitants Current 
Retention 

New 
Retention Difference 

87% 94%
870,000$ 940,000$     70,000$             
Cost of the Technology (6,000)$             

64,000$            

Multiple Impact 
Internal 7.5 480,000$          

External 9.5 608,000$          

Utilizing Technology 

Overall Impact 
Multiple Impact 

Internal 7.5 698,400$ 
External 9.5 884,640$ 

Technology  
Operations & Customer Service

47% have adopted DIGITAL SOLUTIONS for clients due to the pandemic. 

40% use mobile CARRIER APPS

20% provide mobile apps for CLIENTS

77% are comfortable allowing clients to SELF-SERVE for policy documents and identification 
cards 

66% are open to SELF-SERVE for billing inquiries and claims filings

50% are planning to offer ONLINE QUOTING & PURCHASE  to customers in the next two 
years.
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Data Insights  

Where are we 
spending time? 

What are the 
opportunities to 
improve?

How can we create 
capacity?

Reduce costs by 
reallocating work? 

AggregationAggregation

Redefining the Benchmarks 

• Retention 

• New Business 

• Average Size Policy

• Number of transactions 

• Cost Per transaction 

• Time to quote/bind 

• Time to resolve a claim 

• Growth with Carriers
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RelationshipsAGENT OF
THE FUTURE

Technology

Data

INTELLAGENTS.io 73

Key Takeaways 

• Focus.

• Cultural change. 

• Follow a process. 

• There is no one solution. 

• If it is not measurable, it is not 
manageable.

• People make all the difference. 

carey@agency-focus.com
www.agency-focus.com

P o w e r e d  B y   

73

74

75



1/28/2023

26

76


