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Where Are We Headed?
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Current Challenges 
2024 Agency Universe Study 

56% Finding carriers who will maintain commitment to your market 

People Related Challenges 
46% Finding and screening candidates with strong potential 
33% Retaining staff (non-producers)
30% Retaining experienced producers 



Workforce Changes 

• 67% of agencies are looking to expand headcount

• Producer roles expected to grow by 6-7% over next 5 years 

• Account Managers/CSRs - mixed stability with technology and digital tools increasing 

efficiency expectations – will reduce overall number of roles. 

• 40% of Owners will be seeking succession and ownership transition within 5-10 years



Current Makeup of Workforce



Current Makeup of Workforce
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What assessment tools do you use? 



What is your best interview 
question or screening strategy? 



Common Hiring Challenges 

• Vague or Misleading Job Descriptions
• Poorly Defined Hiring Criteria
• Slow or Inconsistent Hiring Process
• Overreliance on Resumes vs. Practical Evaluation
• Cultural Misfit
• Unorganized onboarding process & ongoing training

• Owners 'go it alone' or 'do it themselves' with no training in this area. 



Onboarding Outline

Timeframe Objective Activities

Pre-Day 1
Be prepared to hit the 
ground running

Complete HR paperwork, tech setup, welcome email from manager

Day 1–7
Integrate into culture and 
systems

Introductions, tools overview, agency mission/values training

Day 8–30
Begin role-specific 
training

Shadowing, platform training, early tasks

Day 31–60 Perform with guidance Independent tasks with feedback, participate in meetings

Day 61–90 Full-role ownership Measured KPIs, productivity goals, performance review
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Quiet Quitting 

59% 
of the Workforce  

Boosting engagement – improve recognition, career paths, manager training 
Providing Mental Health Support – Targeted wellness programs
Balancing Workloads – Address burnout and ensure reasonable expectations instead of silent disengagement 
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Remote Work & Flexibility 
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Expectations for 
Capacity & Efficiency 

Capacity Metric Personal Lines Commercial Lines Benefits 

Revenue Per CSR $143K-246K $200K-338K $268K-$480K

Revenue Per Employee 

$175K - $298K
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