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Introduction
The 2019 Broker Services Survey provides valuable insight into the constantly evolving broker-client rela-

tionship. Key findings from the survey remain fairly consistent with previous years’ results, with compliance 
and technology playing important roles in the industry. 

The 2019 Broker Services Survey was conducted in mid-2019, and over 400 respondents completed the 
survey. This survey provides valuable insight into the evolving broker-client relationship and allows you to 

see what employers across the country are asking of their brokers.

For example, prompt service and answering questions in a timely manner, compliance support and com-
petitive pricing are top criteria employers look for when selecting a broker. Other highly valued factors 

include the broker’s ability to negotiate renewal and provide compliance support, legislative updates and 
benchmarking information. Not surprisingly, the top two reasons an employer would leave a broker are fail-
ure to provide trusted advice—instead of being just a salesperson—and not answering questions in a timely 

fashion. 

The most important services a property and casualty (P&C) broker can provide are coverage and policy lan-
guage expertise, a solid understanding of each client’s business needs and the delivery of information that 

will help reduce the frequency and expense of claims. 

For employee benefits clients, answering compliance-related questions is the most important service bro-
kers can offer. Other important services that benefits brokers can provide include providing online access to 

policies, compliance and HR tools, and providing customized employee benefits booklets.  

Please note that due to rounding conventions, some graph percentages might not add up to exactly 100%. 
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Key Findings: Examining the Service Gap
Property and Casualty

Assists you in creating or maintaining a workplace 
safety program or employee safety manual:

Provides employee-focused health and safety 
information:

Delivers information that will help reduce the fre-
quency and expense of claims:

Provides information on emerging risks in your 
company:

Important

Important

Important

Important

Fully provides 

Fully provides 

Fully provides 

Fully provides 

Gap

Gap

Gap

Gap

78%

92%

92%

96%

40%

46%

45%

46%

38%

46%

47%

50%
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Key Findings: Examining the Service Gap
Benefits

Creates a multiyear strategic benefit plan that 
aligns with company goals:

Offers employee communications to help your 
employees improve their health and become wise 
consumers of health care: 

Provides online access to policies, and compliance 
and HR tools:

Offers a way to build total compensation 
statements to show employees the value of their 
benefits:

Important

Important

Important

Important

Fully provides 

Fully provides 

Fully provides 

Fully provides 

Gap

Gap

Gap

Gap

89%

94%

88%

85%

53%

43%

54%

29%

36%

51%

34%

56%
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The Client-broker 
Relationship

When selecting a broker, 80% of employers look for a trusted advisor, while more than 83% look for 
prompt and effective service and timely answers to questions. Other broker criteria highly valued by 

employers include regular communication (77%) and the availability of compliance-related resources (78%). 
Dissatisfaction with timeliness and ineffective service, and not providing trusted advice were the primary 

reasons respondents switched brokers. 

For benefits clients, compliance is the most important issue, with 98% of respondents listing brokers 
answering compliance-related questions as very or somewhat important. However, only 67% report that 

their broker fully provides this support, creating a service gap of nearly 31%. 

For P&C clients, a broker’s understanding of their company’s business is very or somewhat important to 
99% of respondents, but only 71% feel that their broker fully provides this expertise, creating a 28% service 

gap. There is also a significant service gap between the number of clients who want to receive claim 
frequency and cost reduction information from their broker (96%) and the percentage of brokers fully 

satisfying that demand (43%).
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The Client-broker Relationship 
What criteria do you use when selecting a broker?

What are the three main factors that would lead you to make a change in brokers?

Is a trusted advisor rather than an insurance salesperson

Only sells you insurance instead of providing trusted 
advice

Provides prompt and effective service/answers questions 
in a timely manner

Does not provide prompt and effective service or answer 
your questions in a timely fashion

Regularly communicates with your organization

Does not offer resources to keep you in compliance with 
laws and regulations

Offers competitive pricing

Lacks understanding of your company or expertise in 
your industry

Has the ability to challenge/negotiate your renewal

Does not provide a wide range of services to meet your 
HR, wellness, plan design, risk management and/or 
employee safety needs

Offers products and services that are tailored to meet 
your organization’s needs

Offers a wide range of services to meet your risk 
management, total cost of risk and employee safety needs

Has the ability to compare plans/coverages to benchmark 
data

If another broker was able to negotiate lower premiums 
(i.e., negotiate a lower price)

Offers a wide range of services to meet your HR, employee 
benefits, and employee health and wellness needs

Other

Has a good reputation and brand

Other

Has expertise in servicing your organization’s industry/
business

Your relationship with the broker

Does not provide a strategic plan that is consistent with 
your business needs

Offers resources to help keep you in compliance with 
laws and regulations

Lack of consistent communication

83%

71%

80%

48%

77%

32%

77%

32%

74%

25%

69%

52%

72%

21%

66%

3%

69%

1%

65%

74%

24%

78%

43%
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2.79

2.66

2.76

2.63

2.63

2.63

2.45

2.41

2.40

2.39

2.31

2.24

2.18

The Client-broker Relationship 
Please tell us the importance level you attribute to the 
following P&C (commercial insurance) broker services. 

*Responses are weighed by the following scale: very important = 3, somewhat important = 2, not important = 1. 

Has a thorough understanding of your 
company’s business

Has coverage and policy language expertise

Delivers information that will help reduce 
the frequency and expense of claims

Provides claims submission support

Proactively provides regulatory and 
legislative updates

Helps your organization become a more 
educated insurance buyer 

Provides information on emerging 
risks in your company

Uses technology to help analyze claims 
activity and identify root causes

Provides employee-focused health and 
safety information

Provides an annual stewardship report 
outlining the services offered throughout 
the year

Offers assistance in documenting, reporting 
and tracking workplace incidents

Assists you in creating or maintaining a 
workplace safety program or employee 
safety manual

Performs mod analysis to identify 
actionable strategies to reduce total 
workers’ compensation costs

0%RATING 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Very 
important

Somewhat 
important

Not 
important

81%

78%

70%

67%

66%

67%

57%

49%

48%

47%

42%

43%

40%

17%

21%

26%

28%

32%

29%

32%

43%

43%

45%

47%

38%

38%

2%

1%

4%

5%

2%

4%

11%

8%

9%

8%

11%

19%

22%
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The Client-broker Relationship 

Has a thorough understanding of your 
company’s business

Has coverage and policy language expertise

Delivers information that will help reduce 
the frequency and expense of claims

Provides claims submission support

Proactively provides regulatory and 
legislative updates

Helps your organization become a more 
educated insurance buyer 

Provides information on emerging 
risks in your company

Uses technology to help analyze claims 
activity and identify root causes

Provides employee-focused health and 
safety information

Provides an annual stewardship report 
outlining the services offered throughout 
the year

Offers assistance in documenting, reporting 
and tracking workplace incidents

Assists you in creating or maintaining a 
workplace safety program or employee 
safety manual

Performs mod analysis to identify 
actionable strategies to reduce total 
workers’ compensation costs

Provides Partially 
provides

Doesn’t 
provide

78%

71%

50%

70%

54%

57%

45%

47%

43%

46%

52%

47%

38%

18%

24%

31%

22%

31%

29%

28%

33%

31%

31%

26%

30%

32%

4%

5%

19%

8%

15%

14%

27%

20%

26%

23%

22%

23%

30%

Please indicate whether your broker provides 
the following P&C (commercial insurance) 
broker services.
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2.79

2.55

2.59

2.53

2.52

2.50

2.40

2.38

2.38

2.38

2.36

2.33

2.17

2.30

2.14

The Client-broker Relationship 
Please tell us the importance level you attribute to the 
following employee benefits broker services. 

*Responses are weighed by the following scale: very important = 3, somewhat important = 2, not important = 1. 

Provides online access to policies, and 
compliance and HR tools

Answers your compliance-related questions 
(e.g., ACA, COBRA, FMLA and HIPAA)

Provides customized employee benefits 
booklets

Provides resources on HR topics along 
with HR-related forms

Offers employee communications to help 
your employees improve their health and 
become wise consumers of health care

Provides employee benefits benchmark 
information

Offers compliance-related webinars

Offers a way to build total compensation 
statements to show employees the 
value of their benefits

Provides an annual stewardship report out-
lining services provided throughout the year

Offers a wide array of voluntary benefits

Offers a hotline where you can get your HR-
related questions answered

Provides you with a sample employee 
handbook and sample handbook policies

Provides workplace wellness resources

Offers employer compliance support and 
employee communications in video format

Creates a multiyear strategic benefit plan 
that aligns with company goals

Very 
important

Somewhat 
important

Not 
important

82%

65%

62%

58%

58%

55%

51%

48%

49%

50%

45%

47%

35%

40%

34%

16%

30%

31%

38%

36%

39%

38%

42%

39%

37%

46%

39%

48%

49%

45%

2%

5%

7%

4%

6%

6%

11%

10%

12%

13%

9%

14%

17%

11%

21%

RATING
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The Client-broker Relationship 

Provides online access to policies, and 
compliance and HR tools

Answers your compliance-related questions 
(e.g., ACA, COBRA, FMLA and HIPAA)

Provides customized employee benefits 
booklets

Provides resources on HR topics along 
with HR-related forms

Offers employee communications to help 
your employees improve their health and 
become wise consumers of health care

Provides employee benefits benchmark 
information

Offers compliance-related webinars

Offers a way to build total compensation 
statements to show employees the 
value of their benefits

Provides an annual stewardship report out-
lining services provided throughout the year

Offers a wide array of voluntary benefits

Offers a hotline where you can get your HR-
related questions answered

Provides you with a sample employee 
handbook and sample handbook policies

Provides workplace wellness resources

Offers employer compliance support and 
employee communications in video format

Creates a multiyear strategic benefit plan 
that aligns with company goals

Provides Partially 
provides

Doesn’t 
provide

67%

56%

56%

56%

51%

46%

36%

49%

34%

43%

50%

42%

35%

45%

33%

26%

30%

19%

28%

29%

32%

31%

29%

24%

29%

33%

24%

25%

33%

32%

7%

14%

25%

16%

20%

22%

33%

22%

42%

28%

17%

34%

40%

22%

35%

Please tell us whether your benefits broker is 
providing these services or expertise.
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Challenges
Top risk management challenges for respondents include managing exposures (40%), keeping up to date 
on regulatory changes (39%) and controlling workers’ compensation costs (37%). Other top concerns in-

clude cyber security and educating employees about safety. 

Managing health care costs continues to be the top employee benefits challenge (71%), up 3% from last 
year. Attracting and retaining employees jumped to the second-largest employer challenge this year, with 
43% citing it as a challenge. Keeping in compliance and educating employees on health and wellness are 

other top challenges.  
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Challenges 
Select your company’s top three risk management challenges. 

Select your company’s top three employee benefits challenges. 

Keeping up to date on regulatory changes

Attracting and retaining employees

Managing exposures

Managing health care costs

Cyber security (data breach, hacking, etc.)

Educating employees on health and wellness

Educating employees on safety

Benefits administration

Managing risk at multiple locations

Helping employees choose the best health plan and be 
better health care consumers

Disaster planning

Don’t know

Addressing management liabilities

Creating successful wellness initiatives

Other

Other

OSHA compliance

Helping employees prepare for retirement

Reducing costs on existing claims

Human resources issues

Controlling workers’ compensation costs

Keeping in compliance and up to date on changing 
legislation, including the ACA

40%

71%

39%

43%

32%

28%

30%

27%

28%

21%

13%

3%

22%

17%

4%

2%

17%

15%

27%

18%

37%

42%

0%

0%

5%

10%

10%

20%

15%

30%

20%

40%

25%

50%

30%

60%

35%

70%

40%

80%

45%
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Employee 
Benefits Insights 

and Takeaways
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1.

2.

3.

4.

Employee Benefits Insights and Takeaways

In the nearly 10-year history of the Broker Services Survey, the challenge of attraction and retention 
rarely made it to the top five. However, it rose to No. 3 last year and to No. 2 this year. This has a lot to 
do with low unemployment and a tight labor market. Attraction and retention directly correlates to 
the bottom line and is a great value-added service a broker can provide. The importance of this value 
add is also represented by responses in regard to total compensation, as 88% of employers believe 
total compensation statements are important to have. 

The question of wellness and ROI is an oft-debated topic among benefits brokers and industry ex-
perts. However, from a client satisfaction perspective, benefits brokers may be able to satisfy clients 
without having them overspend on vendors. In 2019, we changed to the question on wellness to “pro-
viding wellness resources” where it was previously about “setting up a program.” The delta between 
the two employer responses was negligible. Currently, 88% of employers believe brokers should 
provide wellness resources and rank it as fourth on the list of overall challenges to their company.

Ninety-three percent of employers find value in customized employee benefits booklets, but only 
56% of brokers are fully providing this service. This service gap of 37% not only represents an easy 
opportunity for brokers, but underscores the overall want for personalization in the benefits space. 
From a content perspective, this is where volume comes into play. By engaging clients and prospects 
with a wide array of materials throughout the year, multiple data points are developed that should 
inform what style of content works best for the market (or to be more granular, an individual group). 
Taking the given style based on metrics and then further customizing it will yield the best results 
come enrollment. 

When analyzing Broker Services Survey results from the C-suite, we see a lot of similarities between 
what they find important versus the total population of respondents. One interesting difference is that 
consumerism materials rose from the fifth most important value add to the second. This is only a 
swing of a few percentage points, but might make a difference on what kind of employee communi-
cations a broker should highlight depending on the audience. 

What the C-suite reported receiving from their benefits broker was also very much in line with the 
overall population; however, 10% fewer believe they are receiving a sample handbook. Renewal may 
be a good time for brokers to highlight that offering and offer to update any older versions that may 
be in use. Per trend, the C-suite identified challenges similar to what the overall population of respon-
dents identified. One interesting takeaway was that the top two challenges (managing health care 
costs and attracting and retaining employees) simply grew in importance by a few percentage points, 
reducing the subsequent challenges. 
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Property 
& Casualty 

Insights and 
Takeaways 
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1.

2.

3.

Property & Casualty Insights and Takeaways

For the first time in the history of the Broker Services Survey, managing exposures was ranked as the 
No. 1 challenge facing P&C clients. This ranking is reflective of an environment in which brokers need 
to position themselves as more than a transactional service. Increasingly, brokerages need to consid-
er the level of value-added service they are providing their clients when it comes to risk management 
techniques and education. This is particularly important in a potentially hardening insurance market 
where brokerages will need to do more to make their clients attractive risks for underwriters. 

Following this trend, 96% of respondents feel that it is important that their broker provides informa-
tion that will help them reduce the frequency and expense of insurance claims. However, 46% of 
respondents feel that their broker is not fully providing this offering to their business. 
 

Ninety-two percent of employers are seeking information on emerging risks and trends in the insur-
ance market, but only 47% of brokers are fully providing this service. This service gap of 45% not only 
demonstrates the need for brokers to say informed, but also to distribute that knowledge to their 
clients. By engaging employers with a wide array of materials throughout the year—on topics such as 
cyber risks, regulatory changes and renewal pricing trends—brokers can address this service gap and 
bring value to both clients and prospects. 

The results of the 2019 Broker Services Survey also indicate that employers are more concerned with 
their insurance costs than in previous years. Seventy-seven percent of respondents indicated that 
they use pricing as a factor when selecting a broker, representing a 7% increase over this time last 
year. Additionally, controlling workers’ compensation costs was the third-most important challenge 
for P&C clients this year—another indication that employers are increasingly concerned with the cost 
of their insurance. As we move toward 2020 renewals, brokers will need to develop tailored strategies 
to discuss pricing with their clients. 
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Communication
Fifty percent of respondents want to hear from their broker monthly, and another 27% want to have weekly 

communication with their broker. In fact, 40% of respondents said they would leave their broker due to a 
lack of consistent communication. As renewal time approaches, 52% of respondents would like to be con-
tacted by their broker at least three months ahead of time, with another 39% looking for broker communi-

cation six months in advance.

 



18

Communication
How often does your broker communicate with 
you about benefits, HR, health, safety, risk or 
compliance issues?

How far in advance of renewal would you like to hear from your broker?

How often would you like your broker to 
communicate with you about benefits, HR, health, 
safety, risk or compliance issues?

Weekly WeeklyEvery other month Every other monthMonthly MonthlyQuarterly QuarterlySemiannually Semiannually

39% 50%
7%

6%
16%

13%
10% 4%

28% 27%

6 months in advance

9 months in advance or earlier

1 month in advance

3 months in advance

7%
39%

2%
52%

10%0% 20% 30% 40% 60%50%
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Demographics
This survey was completed by employers in all regions of the United States. The overwhelming majority of 

survey respondents were from organizations employing fewer than 500 employees.
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Demographics
In which region is your organization based (the most employees)?

How many employees does your organization employ?

50-99

Fewer than 50 

250-499

500-999

1,000-2,499

5,001+

2,500-5,000

100-249

32%
17%

15%
5%
2%

2%
1%

26%

15%

6%

9%

8%

12% 12%

19%

9%

10%
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Demographics
In which industry sector does your organization operate?

Are you the owner of your business or a member of the C-suite or leadership team (e.g., President, CFO, 
COO or CIO)?

Other

Manufacturing

Nonprofit

Health Care

Retail and Wholesale Trade

Education

Agriculture, Forestry and Fishing

Finance, Insurance and Real Estate

Hotels and Hospitality

Social Services

Public Administration

Legal

Transportation, Communications, Electric, Gas and 
Sanitary Services

Construction

20%
16%

8%
8%
7%

3%

1%

6%

2%

<1%

5%

2%

6%

16%

Yes

No

40%

60%
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