
Why Buy the Study?
Changes in market conditions, new and emerging 
risks, and a shifting competitive landscape make it 
more important than ever for insurers and brokers 
to have access to robust, independent sources 
of insights and key drivers of risk professional 
satisfaction. Insurers and brokers must have 
the ability to make informed decisions to strike 
the right balance among competing needs for 
investments in technology, training, marketing, 
claims management, and new product/policy development.

The J.D. Power 2016 U.S. Large Commercial Insurance Satisfaction StudySM benchmarks risk 
professional satisfaction with large commercial insurers and brokers. The study offers an 
unparalleled view of the large commercial market by providing independent and objective 
measures of overall satisfaction levels among large commercial insurance customers. The 
study provides a broad understanding of where and how carriers can improve customer 
satisfaction, loyalty, retention, and advocacy across the following key touch points:  

Put Insights into Action
The insights gleaned from this study can 
help insurers and brokers in the following key 
areas:

 ● Explore the overall servicing experience 
with respect to commercial risks

 ● Identify the most important factors in 
determining customer satisfaction with 
both insurers and brokers

 ● Target insurer and broker best practices 
that are critical to satisfying customers 

 ● Compare insurer and broker 
performances within each of the nine 
largest industries they serve

 ● Conduct head-to-head competitive 
comparisons of insurer and broker 
performances based on the key factors 
that drive satisfaction

 ● Understand purchase motivations of risk 
professionals

 ● Measure customer intent to renew with 
and recommend insurers and brokers

What’s New in 2016?
New award: In addition to once again publicly 
recognizing the broker that ranks highest 
in overall satisfaction, J.D. Power will for 
the first time also issue an award publicly 
recognizing the commercial lines insurer that 
ranks highest in overall satisfaction.

New deliverables: In 2016, subscribers will 
have access to the following:

 ● Operating Performance Analysis Report, 
which includes industry financial and 
rate performance, operating efficiencies, 
and future outlook of the commercial 
insurance industry

 ● The J.D. Power Voice of Experience (VoX) 
online analytical tool, which includes 
your company’s detailed performance on 
key metrics in the study and allows the 
ability to customize data to analyze your 
competitive position

 ● The J.D. Power Millennials Insight Report: 
The Customer Experience Perspective,SM 
an extensive, cross-industry customer 
experience report that defines this key 
market segment to help provide you with 
a solid understanding of how to design a 
customer experience that addresses this 
population’s wants and needs
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STUDY AT A GLANCE

Study deliverables include: 
 ● Customized executive presentation and in-person discussion that includes data-driven, 

actionable recommendations for achieving such strategic goals as closing performance gaps 
with key competitors and/or highest performers in the study 

 ● Competitive survey data and industry reports created by J.D. Power 

 ● Analytical tools for performance insights and peer comparisons  

 ● Ongoing thought leadership, including white papers and access to webinars on vital industry 
topics

 ● Company operating performance and direct linkage of efficiency to customer satisfaction 
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Additionally, the study explores the most critical drivers of satisfaction among risk professionals 
in various areas of the market:

 ● Annual revenue/operating budget

 ● Number of employees 

 ● Industry served

A study subscription provides access to the insights and tools needed to gain a comprehensive, 
in-depth understanding of how your company is performing and to identify key areas needing 
improvement.


