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2020 U.S. SMALL COMMERCIAL INSURANCE STUDY 

The J.D. Power U.S. Small Commercial Insurance StudySM provides 

subscribers with insights directly from small commercial customers, those with 

business that have fewer than 50 employees, about their experiences with and 

expectations of their insurance carriers. The study identifies key industry trends 

and issues in the small business commercial market and provides an in-depth 

understanding of the needs, expectations, and desires of today’s small business 

customers, as well as insights into opportunities for insurers to improve customer 

satisfaction, loyalty, and advocacy.   

WHAT’S NEW FOR 2020  

The 2020 study has been redesigned to enhance the insights available to 

subscribers while maintaining trending of historical results. Updates include: 

New brand image questions that will provide additional information about 

consumer perceptions of the brands profiled in the study 

Deeper insights into the quoting and shopping experience including questions 

that focus on: 

• Quoting effort 

• Additional (value-add) information provided during sales process  

• Tactical onboarding considerations—review of policy coverage, set-up 

payments, etc.  

• Renewal channel 

Enhanced evaluation of product and policy differentiators by exploring: 

• Tools and services provided to help customers manage their business 

• How coverage limits and approaches to coverages impact satisfaction 

• Extent to which customer feels their carrier understands and is committed 

to the industry supported by their business 

• Personalization of new products/services to meet business’ needs 

Refinement of servicing metrics including a closer look at the effort to 

communicate with core service channels and an exploration of self-service 

channels, including mobile apps and social media. 
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2020 U.S. SMALL COMMERCIAL INSURANCE STUDY 

 

 

CHARACTERISTICS OF CUSTOMERS SURVEYED 

This study provides insights about customers’ experiences which can be 

examined by the following customer segments: 

• Business size based on 

employee count 

• Business size based on 

revenue 

• Gender 

• Ethnicity 

• Location (state) 

• Other products/services with 

their insurer 

• Use of digital platforms as it 

related to insurance sales and 

service 

CUSTOMER EXPERIENCES EXPLORED 

This study provides actionable information and intelligence about customer 

experiences with their small commercial insurance policy, including: 

• Interaction 

• Policy Offerings 

• Price 

• Billing and Payment 

• Claims 
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2020 U.S. SMALL COMMERCIAL INSURANCE STUDY 

SUBSCRIPTION DELIVERABLES 

• Customized executive presentation and strategy session that gives you 

data-driven, actionable recommendations for achieving your strategic 

business goals 

− You’ll meet with our industry experts who will offer tailored guidance 

and empower you to use the intelligence to improve your profitability, 

performance, and capacity for business transformation. 

• Executive briefing document highlighting key trends and insights across 

the industry 

− J.D. Power is constantly immersed in understanding what is happening 

in your marketplace—and with your competition. We track the 

competition so you don’t have to. Get independent, objective 

recommendations that keep you ahead of the pack. 

• Scorecard benchmarking your company’s performance compared with the 

industry across key drivers of satisfaction, loyalty and advocacy metrics 

− Scorecards help you understand how you compare to your competition 

and cross-industry. We help you understand where efforts should be 

focused and the specific actions needed for greatest positive impact on 

customer experience and business results. 

• Competitive survey data and industry reports including information on 

customer segments  

− We help you understand where you stand on key customer satisfaction 

measures relative to your competitors—so you can target key focus 

areas and drive improvements more effectively. 

• Data and analytical tools for performance insights and competitive 

comparisons with your peers 

− Data is only as powerful as the analysis and insights tied to it—and we 

are putting that power in your hands. Achieve a complete view of your 

performance when and where you need it. The data, analytics, 

insights, best practices, and action plans you need are available 

whenever and wherever you need them, to help you make data-driven 

decisions that will improve your customer experience and drive 

positive financial results. 

• The complete study data file with consumer survey responses 

− We source current data from real customers so you can understand 

dynamic customer expectations and be at the forefront of trends. 
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MORE WAYS WE HELP OUR CLIENTS  

Our data and insights can be leveraged to empower teams across the full 

spectrum of your business. Our experts work directly with clients to build data-

driven organizations by combining 50 years of experience with cutting edge data 

science and technology tools.  

In addition to this study, J.D. Power provides additional services to help our 

clients drive growth and improve the customer experience: 

• Oversample Program 

− The oversample program provides clients with the opportunity to field 

our Satisfaction Study questionnaires to their customers in order to 

gain larger sample sizes and deeper insights into their customers and 

performance improvement opportunities.  

− Clients may append internal/operational metrics to the survey data file 

in order to more effectively link the survey results to business 

operations and desired business outcomes.  

− These surveys are deployed on an annual basis or are integrated into 

ongoing VOC tracking programs. J.D. Power provides services ranging 

from design and consulting through to execution. 

• J.D. Power Certification Programs 

− J.D. Power conducts various certification programs across an 

organization’s sales and service touchpoints (e.g., stores/branches, 

contact center, website, and mobile app). These assessments of an 

organization’s service quality. Benchmarks are provided to 

demonstrate a firm’s performance against top performers in other 

industries. Upon compliance, an organization is eligible to use the  

J.D. Power brand license. 

− These programs include Customer Service Certification, Claims 

Certification, Talent Certification, Mobile App Certification, and Website 

Certification. 
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ABOUT J.D. POWER  

J.D. Power is a global leader in consumer insights, advisory services, and data 

and analytics to help clients measure and improve the key performance metrics 

that drive growth and profitability. J.D. Power's industry benchmarks, robust 

proprietary data, advanced analytics capabilities, and reputation for 

independence and integrity has established the company as one of the world's 

most well-known and trusted providers of consumer and market insights for more 

than a dozen industries. Established in 1968, J.D. Power is headquartered in 

Troy, Michigan, and has global locations serving North/South America, Asia 

Pacific, and Europe. 
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