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Here’s a hypothetical scenario: you manage an agency with 10 staff 
members, eight of whom have a strong commitment to errors-and-
omissions loss prevention. The other two just don’t seem to have the 
necessary commitment. One day, an E&O claim is made against your 
agency. If you had to make an educated guess, which employee(s) do you 
think are alleged to have made the “error or omission?”  
If you believe one or both of the two employees who are somewhat lacking 
in their commitment are the likely focal point of the summons and 
complaint, you are probably right. In some respects, an agency’s E&O 
commitment is like a chain – only as strong as its weakest link. To improve 
the overall strength of the chain, it is crucial to strengthen that weakest 
link. 
 
Following the “agencies don’t make mistakes, people do” line of reasoning, 
a good starting point is for each agency staffer to perform a self-
assessment of his or her personal E&O commitment. How strong does 
each employee feel about their commitment to meeting agency 
expectations and to doing their job in a professional and ethical manner? 
 
Defining the commitment 

 
Self-assessment questions can include: 
 Are you confident and comfortable with your knowledge of the products 

you are responsible for? 
 Are you honest with your customers and prospects in answering their 

questions and explaining the coverages they do or don’t have? 
 Do you make a concerted effort to understand your clients’ needs? 
 Do you promptly advise your customers when you will be unable to 

provide them with the requested coverage? 
 Are you using your agency management system in the manner 

expected by the agency and consistent with how other agency 
members are using it? 

 Are you taking the necessary time to ensure all documentation is 
performed timely and professionally? 

 If you are not in the office tomorrow and a co-worker looks into one of 
your files, will he or she understand the notes you entered? 

 Are you documenting back to customers the essence of their 
conversations with you to ensure there are no misunderstandings? 

 Are you securing the sign-off from customers on those coverages/
options they are rejecting? 

 Are you following up on direct-bill non-pay notices even though the 
agency does not want that task performed? 

 When you move a customer’s coverage to another carrier, are you 
advising the customer of the areas where the “new” coverage is more 
restrictive than the prior coverage? 

 If your agency has a procedures manual, are you performing tasks the 
way they are expected to be performed? 

 Are you signing a customer’s signature to an application or other key 
document? 

 Do you provide advice even if you are unsure it is correct? 
 Are you looking for ways to educate your customers to help them 

understand how their insurance program will perform when a loss 
occurs? 

 
These are just some of the key questions that must be answered by every 
staff member and includes virtually all levels within an agency. While many 
agencies would think solely of the producers and CSRs, receptionists and 
claims staff are also generating E&O claims through the manner in which 
they interact with customers and via the way they perform (or don’t 
perform) various tasks. Thus, any assessment should require these staff 
members to answer the questions, too. How these questions are answered 
has the potential to enhance the E&O culture of the agency or detract from 
it.  
 
A positive result 

 
If you had answered these same questions a year ago, how would you 
have “scored?” Do you believe you made progress over the last year? A 
recent industry survey asked the question, “Is your agency’s E&O culture 
and commitment stronger today than it was last year at this time?” 
 
Survey results indicated that 85 percent of the agencies responding 
reported an improvement over the previous year, with 70 percent of that 85 
percent indicating a substantial improvement was made – a positive result 
indeed! 
Those agencies deserve a huge pat on the back. If you asked each of 
those agencies how they did it, there’s a very good chance you would hear 
“one person at a time.” Many agencies probably went through the process 
of ensuring that staff members were aware of the agency expectations and 
used tools, such as auditing, to verify how well those expectations were 
being met.   
 
No better time 

 
An agency’s staff members must be honest with themselves – or this 
process will not bear much benefit. For the staff that realizes they are in 
need of improvement, this is a positive step by itself and should be 
appreciated and rewarded. The key is for those agency staff members to 
have a plan to improve their commitment. However, bottom line is that it 
won’t just happen by itself. Their commitment should be memorialized in a 
document and reviewed to ensure the expected growth and progress are a 
reality.  
 
Management must also realize the role it plays. As with most businesses, 
the culture of the organization starts with management/leadership. The 
staff will follow suit to the degree that management “walks the walk” and 
“talks the talk.” Thus, where it is readily apparent that agency management 
is committed to a strong errors-and-omissions culture, that message will 
heavily drive staff behavior. 
 
The E&O world is changing, so there is no better time than now for 
agencies to understand where they are and what changes are necessary 
to ensure a greater E&O commitment. Start with the staff by asking them 
to “look at themselves in the mirror” and make note of what they see that is 
important. After all, agencies don’t make mistakes, people do. 

How solid is your agency’s personal 

E&O commitment? 


