
 

  
 
 
 
 
 
 
 
Property & Casualty Insurers That Most Satisfy Independent Agents Have Best Overall Financial 
Performance and Profitability, J.D. Power Finds 
 
First-Ever J.D. Power U.S. Independent Insurance Agent Satisfaction Study Takes Pulse of Largest P&C 
Insurance Distribution Channel 
 
COSTA MESA, Calif.: 25 Jan. 2018 — Despite the growth of both technology-based and direct-to-customer 
sales channels in the property and casualty (P&C) insurance industry, independent agents still control the 
lion’s share of P&C premiums and represent a significant growth engine for insurers that get the 
independent agent satisfaction formula right. That’s the key finding of the inaugural J.D. Power 2018 U.S. 
Independent Insurance Agent Satisfaction Study,SM released today.  
 
The new study, which was developed in alliance with the Independent Insurance Agents & Brokers of 
America (IIABA), evaluates the independent P&C insurance agent’s business outlook, management strategy 
and overall satisfaction with personal lines and commercial lines insurers in the United States.  
 
“Independent agents have continually found ways to stay relevant to customers in spite of the push toward 
digital and direct channel solutions,” said Tom Super, Director, Property & Casualty Insurance Practice 
at J.D. Power. “Insurers that embrace the critical role independent agents play and work to find ways to 
partner with them have a significant opportunity to increase overall sales volume through improved 
customer acquisition and retention.” 
 
Following are key findings of the study: 
 

• Independent agents are trusted advisors of insurance customers yet face difficulty working 
with P&C insurers: Independent agents are the largest and most preferred channel for consumers, 
writing 35.5% of all personal P&C premiums and 83% of all commercial premiums, according to 
IIABA, yet many insurers miss the mark when it comes to delivering for this key constituency. 
Among agents, overall satisfaction with insurers is just 696 (on a 1,000-point scale) for personal 
lines and 686 for commercial lines, which are among the lowest scores for business-to-business 
relationships in J.D. Power satisfaction studies.  

 
• Independent agents looking for P&C insurers with broader risk appetite: When it comes to 

policy coverage options, agent satisfaction is lowest when an insurer only offers standard options 
for policies (643 for personal lines and 634 for commercial lines). When insurers offer standard 
coverage but also accommodate specialty and unusual risks, overall satisfaction jumps to 756 for 
personal lines and 708 for commercial lines. 
 

• Huge cross-sell opportunities exist for insurers that get agency formula right: Agents have an 
average of 8 different carrier relationships for personal lines and 11 relationships for commercial 
lines and indicate being able to provide bundled policies often to customers just 44% of the time for 



personal lines and 37% of the time for commercial lines. That missed bundling opportunity 
represents an enormous untapped premium opportunity for insurers. 

 
• Personal lines insurers with highest commission ratios also have highest satisfaction among 

independent agents and maintain the most profitable operating ratios: Personal lines insurers 
that provide the most satisfying experience for agents, in addition to the most competitive 
compensation, are able to achieve the highest profitability levels. Fostering a trusted advisor 
relationship between agents and carriers leads to carriers gaining a relationship with the agent’s 
most valued customers and potential customers. 

 
“The partnership between Trusted Choice independent insurance agents and insurers has never been more 
important,” said Bob Rusbuldt, president & CEO of the Independent Insurance Agents & Brokers of 
America. “Competition is keen and growing, and carriers need to work with their agents in new and 
innovative ways. Agents also recognize the need to ensure they are doing business the way consumers 
want to do business, now and in the future. Carriers that understand their independent agency distribution 
force, work with their agents as true partners and provide resources to help address their needs are going 
to be winners in the marketplace.” 
 
Study Rankings 
Auto-Owners Insurance earns the top score among personal lines, with an overall satisfaction score of 
795. Auto-Owners Insurance is followed by Safeco (742) and Travelers (700). Liberty Mutual performs 
highest among commercial lines, with an overall satisfaction score of 714, followed by The Hartford with 
710 and Travelers with 705. 
 
The J.D. Power 2018 U.S. Independent Insurance Agent Satisfaction StudySM was conducted in alliance with 
the Independent Insurance Agents & Brokers of America. The study surveyed 1,380 P&C insurance 
independent agents for a total of 1,424 evaluations of personal lines insurers and 1,217 evaluations of 
commercial lines insurers that they had placed policies with in the prior 12 months. The study was fielded 
from September through November 2017. 
 
See the online press release at http://www.jdpower.com/pr-id/2018006. 
 
J.D. Power is a global leader in consumer insights, advisory services and data and analytics. These 
capabilities enable J.D. Power to help its clients drive customer satisfaction, growth and profitability. 
Established in 1968, J.D. Power is headquartered in Costa Mesa, Calif., and has offices serving North/South 
America, Asia Pacific and Europe. J.D. Power is a portfolio company of XIO Group, a global alternative 
investments and private equity firm headquartered in London, and is led by its four founders: Athene Li, 
Joseph Pacini, Murphy Qiao and Carsten Geyer. 
 
Founded in 1896, the Independent Insurance Agents & Brokers of America (IIABA or the Big “I”) is the 
nation’s oldest and largest national association of independent insurance agents and brokers, representing 
a network of approximately a quarter of a million agents, brokers and their employees nationally. Its 
members are businesses that offer customers a choice of policies from a variety of insurance companies. 
Independent agents and brokers offer all lines of insurance—property, casualty, life, health, employee 
benefit plans and retirement products.  
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