
Study — Forget Walmart,  
People Prefer an  

Independent Agent !
PIA National did a nationwide study and found 
consumers want what PIA professional independent 
insurance agents have to offer. And that is: !

• Expert advice and counsel 
• Personalized attention and interaction 
• The ability to offer comprehensive protection to meet individual needs 
• Excellent “relationship-based” customer service !

The research was done by PIA’s agency-company council — The PIA Partnership — 
and it refutes assertions made in the roll-out of a new insurance buying service 
announced by Overstock.com. The Overstock company policies and all agency 
business is being done by Insuritas. Its CEO Jeff Chesky has been quoted as saying 
“Consumers don’t want a relationship with an agent or even a carrier.” !
Wrong.  !
PIA National Executive Vice President Mike Becker said. “Insurance is not a cheap 
commodity that can be stocked on the shelves of any discount retailer. Insurance is a 
contract to protect people and their property in the event of a loss. Insurance is serious 
business.” !
Are you listening Walmart? The superstore just announced it is going to promote a 
website that will let consumers get their auto insurance — and maybe life insurance in 
the future — from the company. Becker said consumers don’t want to go online. They 
want the personal touch.  !
“Our research found that customers, in fact, do want a relationship with their insurance 
provider. They are looking for a lot more than the lowest price. What they want is value 
— not only in the price they pay, but also in the benefits they receive. Customers said 
clearly that they don’t see insurance as merely a commodity and that price is not their 
only concern,” Becker said.  
  
The survey included not only independent agency insurance customers but also those 
purchasing through online, direct and captive channels like what Walmart is now doing. 
It found if the price of two insurance policies is nearly the same, customers will most 
likely choose one over the other based on better coverage or a lower deductible. !
That means consumers more likely want a relationship with an insurance professional 
who can personally help with making that decision and finding that policy.  



Here’s more of what the study found: !
• 67% of customers want to receive contact from their 

insurance company, agent or agency every 6-months or 
less, to inquire if there are any changes in their life or 
circumstances that could create the need for change or 
adjustment in their insurance. 

• 63% want to receive contact from their insurance 
company, agent or agency every 6-months or less to 
conduct a general review of their insurance coverages 
and costs, to find out if they are paying too much or 
lacking coverage they may need. 

• 73% of customers want to hear from their current 
insurance provider more often than just at renewal. 

  !!!
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