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EVERY DAY WE CREATE

LAST 2 YEARS
ALONE

‘ BYTES OF DATA
This would fil

the height of which stacked, would measure
the height of on top of one another.

With the rise of cloud, mobility, loT, social and
analytics, the data explosion is accelerating.

75 billion

Internet-connected
devices by 2020

o
90%

of all data was created

in the last 2 years' Unstructured




1/28/2023

NETFLIX IS WATCHING...

e ...if you returned to your content
..when you pause

...your browsing behavior

...the content you watched

...the date/Time you watched @ ..your searches

..the location you watch from ...your ratings

0O0e®0O

..the device you used to watch

¥ AGENCY FOCUS
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Companies who failed adapt

COMPAQ
Sears €, on

TOYSHUS BORDERS
SPORTS o

AUTHORITY.
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Relationships

+

Technology

AGENT OF !§ -
THE FUTUR‘y

INDEPENDENT AGENT CHOICES

* Customers @ y
* Niche & Focus Areas i

* Software 0609;;®’
« Employees g ‘9 0;@'900
* Carriers : 9 O

B 08y ‘
* Partners ?) @
« Technology ,

* Geographical Footprint

AGENCY FOCUS @
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Independent Insurance
Marketplate
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Number of
Independent

Agencies

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

4000 45000

I I i i HIUII | I
2008

199 000 2002 2014 206 018 200 W01
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Industry Trends

Agency Distribution by Size AGENCY DEMOGRAPHICS
2000-2022

o
83.6% = =

o 15,960 0/600
500 asmat
$1.25M or less in Revenue — 33,400 e
Under $100K 31% or 12,400
o0 o
42K (14%) 40K

~§ AGENCY FOCUS
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Number of M&A
Transactions in

2022

¥ AGENCY FOCUS




2022
2" Highest

Year in
History
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Established National Acquirors
Publicly-Traded Brokers

Ao @BRP

G Gallagher @ 350y

Private Equity-Backed Brokers

ALERA
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ACRISURE
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Emerging Private Equity Brokers

JONEDIGITAL
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¥ Oakbridge
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Factors Impacting the Market

SUPPLY
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Positioning for Growith:& Scale
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Top Technology Challenges - % Ranked 1, 2, or 3

(only items with more than 10% Top 3 ratings are shown)

Ranked #1

Wmmmwmmwmmwm============r 17%
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T 10%
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Technology Usage Summary .
e t B
Agency Management System

Carrier Submission System

Chatbot

a
8
z

Digital Payments
£ Signature

Marketing Automation
Mobile App

Text Messaging

VOIP System

o
&
o
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2021 INSURTECH ALMANAC
InsurTech InsurTech Financing Deal Count by Region

Trends Every major global region reached a record level of InsurTech funding activity In 2021.

NORTH AMERICA

EUROPE
(

a
I«

2 015 201 o7 8 201 020 o

¥ AGENCY FOCUS
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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

Revenue [$ 500,000 ) [ 5 Jretention [ 65 JRev.cosiS T005,000
Revenue Renewal | New Comm Rev | YE Revenue | Growth | New WP (10% Ave comm
500,000 $450,000 75,000 | § 525,000 5%
525,000 X S472.500 750 [ 5 ss1.250 | 5% 787,500
551,250 5496,125 633|5  smmEl3| 5% 826,875
578,813 X 5520,931 822 ) 5 5% 868,219
607,753 A 5546,978 % 11,630
638,141 574,327 5% 557,211
670,088 5 603,041 % 005,072
703,550 ) $633,195 5% 1,085,325
3 5664855 5%
0 5698,098 5%
9 $733,003 5%
09 $769,653 % 1,282,755
[X] 550,135 5% 1,345,892
03 548,582 5% S 1,414,237
AGEEY FOCUS e % i

1/28/2023
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$1.28M Revenue (range $480K-$5.8M)

Average — 7.5 employees
Ave ra ge Avg growth — 5% BP —6-8% Top is 15-23%
Age ncy EBITDA — 19% Pro forma — 30%
202 1 Multiple Averages: 6.9x—7.3x

Owner Age — 54 (range was 34-82)

Never had a valuation prior —93%

Agency Benchmarks

= e 0 @- e
an| Szt o
COMPENSATION & OUTSOURCED MARKETING TECHNOLOGY
BENEFITS SERVICES

GENGY FOCUS

35

Why are
Agencies

seeking a
Valuation?

12



Data-Driven
Organizations

23X ..o ACAUINE rorcsiomer

6X.... aits FETAIN comomers

19X .- profitable

Insurance Consumers

7 9 /0 Consumers ran a search online

50%
O of the searches on mobile devices
89%
O Donothavea company in mind

¥ AGENCY FOCUS

1/28/2023

Insurance Consumers

1 OO% ”Insurance near me”
7 8% call after a search

6 2 (y said talking to the agent was the most
O influential factor in the decision.

3 AGENCY FOCUS
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Percent of insurance consumers who
purchased offline from a call center or agent

‘ 72% ‘ 67% ‘ 61% ‘ 71% ' 89% '
Auto Life
1D, Power) (xAd 1L Gl (LL Clebal) &P Globa

Home Health Commercial

J AGENCY FOCUS
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40

Communication

Channels

51% 52%

Survey from Applied

Understanding Buying Behaviors of and Preferences of Young Adults

systems

14
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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 ASSESS NEEDS IDENTIFY & PLAN & MEASURE &
PROBLEM EVALUATE IMPLEMENT ADJUST

¥ AGENCY FOCUS
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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
T} AGENCY FOCUS

47
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The Basics

WEBSITES — Small Businesses
p0kk:] 2020

had no website have no website

Accounts with Referral Source

Sum of Account: Total In-Force Policy Premium

Website

Refemal -

View Report (Accounts with Referral Source)

17
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Retaining business

52

Customer Experience
Net Promoter Score

Net Promoter Score. Monthly Trend

Responses

859 || 98 | 39 |

Carrier Producer Themes.

Carrier A: NPS 89.4 Producer A: NPS 92.8 Service: NPS 84.2
CarrierB:  NPS84.1 ProducerB:  NPS88.1 Care:  NPS8238
CarrierC: ~ NPS81.9 ProducerC:  NPS87.8 Speed:  NPS825

CarrierD:  NPS77.4 ProducerD:  NPS79.2 Price:  NPS60.0

18



EN I IME I ER » SentiMeter® offers a simple real-time metric to
score customer experience and identify key
Cittiseessasseeessstneiiss

IMPROVING POLICYHOLDER EXPERIENCE

influencers behind it.

Saresern ™

ooosecoea®o

What is the impact?

AGENCY SERVICE PRODUCER

1/28/2023
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Brody Thompson

Active Policies: 2
Total Premium: $7,183.28
Journey  SentiMeter™ JNGIERRUNEN Relationship  Metrics

ShowAll Hide All  Organed Al

Demographics Property Attributes
House heating fuel oi Home indicator Vacant
Number of household vehicle 3 Primary construction Wood frame
Household income 5200K Physical condition of the bulding Excellent
Average travel time less than 10 minutes : 78% Code indicating property type Residential
Home Value from $500K-$1M - 62% Home Value from $500K-$1M - 625 Pool indicator Yes

Show More Show More
Consumer

Has a cat and dog, ind out what type of dog
Has collectables

Filed bankruptcy in 2010

Own amotorcycle

Own ahorse

Show More

1/28/2023

58

PRED'ETIUNS » ldentifies wvarious trends and patterns of a
A NLUIUIIUING policyholder’s behavior to identify cross-sell and

INCREASE ACCOUNT ROUNDING & upsell opportunities.
CROSS-SELL OPPORTUNITIES

Brody Thompson
o ’

Premum 87,128

e 00

Suggest Enabling [FT on the home policy. Increase Retention by 1% - 3%

e 34 00

Suggest 1 avet imsurance pobcy (o the customer

59

What is the impact?

AGENCY SERVICE PRODUCER

20
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Efficiend®es

customer interactions MNEON

:1: SN

62

Ability to Reallocate Workloads

21
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Agency VA

&0 85.9% A

The average CSR works for of time / work inside an agency is spent 72% of populotion prefers a hybrid-
521 per hour in office on remole model while 12% prefer an in-
nan-revenue generating fasks office setting.
S i=
o — @
. —
Almost 95% of companies surveyed The average VA completes Ethnically and culturally diverse teams
found thot remote talent improved 32 tasks per day were 33% more profitable than ones
their retention rates who are nat.

1/28/2023
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Impact to Your Agency’s Value

Utilizing Technology

Utilizing Virtual Assitants curent  ew
Virtual Retention _ Retention _ Difference
CSR Assistant Difference 87% 94%
S 43680 S 14,560 $ 29,120 +870/,000385 1S40, 000/ LD
Cost of the Technology $ (6,000)
$ 64,000

Multiple Impact
Internal 75 s 218,400 Multiple Impact
External 95 276,640 Internal 75 480,000
External 9.5 $ 608,000

Overall Impact

Multiple Impact
Internal 7.5 $ 698,400
External 95 $884,640 ™ AGENCY FOCUS
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Technology
Operations & Customer Service

have adopted DIGITAL SOLUTIONS for clients due to the pandemic.
use mobile CARRIER APPS
provide mobile apps for CLIENTS

e comfortable allowing clients to SELF-SERVE for policy documents and identification
cards

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

are planning to offer ONLINE QUOTING & PURCHASE to customers in the next two

22



Excalibur
INSURANCE

Quandri

Saving $32,000 and Repurposing
1800 Hours per Year on Morning
Download

Excalibur Insursnce deploys

tay. Jan 18,2022 { TAM ) ( POLICIES I¥ SusPENSE

Take the best of computers and humans to
eliminate the boring and mundane work
people shouldn't be doing - making work
more meaningful and enjoyable for those
doing it.

67

transaction type by carrier M@ON

st @ ¢ »

Link Related Card

transaction type by carrier M@ON

of Case age (days)
0w s

Link Ratoted Card

1/28/2023

23



Data Insights

Where are we
spending time?

How can we create
capacity?

F AGENCY FOCUS

What are the
opportunities to
improve?

PRESENTED
VISUALLY

ey LR

reallocating work? EXPLAINED
WITH A STORY
»

70
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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

AGENCY FOCUE

24



AGENT OF
THE FUTURE

Relationships

T ACTITS e —

Key Takeaways

* Focus.

* Cultural change.

* Follow a process.

* There is no one solution.

* Ifit is not measurable, it is not
manageable.

* People make all the difference.

£ AGENCY FOCUS

of

(&) an®
(o

carey@agency-focus.com

www.agency-focus.com

“‘{ INSURANCE
REF _ CUSED

L + ’(?Wyzv poer

Powere Fi@scend

75
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Scan To Request CE Credit!

1/28/2023

76
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