Rate Increase

Joe Customer: 

Man your rates have really gone up!

Jane Service Rep: 
I understand what you’re saying, it seams like everything is going up. 

Joe Customer: 

You can say that again

Jane Service Rep: 
Well I know that we have increased our rates a bit but lets take a look at your policy and see what’s going on. I would like to take a few moments to review your coverage’s and discounts to make sure your account is still tailored to your needs. Do you have a moment to do that?

Joe Customer: 

Sure.

Action: 

Review coverage’s, discounts and drivers if applicable. 

It is critical that you explain the benefits of the policy at each coverage point: 

Jane Service Rep: Well after looking at everything it still looks like your premium is going to be $565.00 per six months which is about $65.00 or 35 cents more per day than you were paying last renewal.

Joe Customer: I just don’t understand why the rates keep going up. I guess I am going to have to shop around.

Jane Service Rep: I understand what you are saying… (use price objection tools)

Joe Customer: I don’t like it but it makes sense. Thanks for taking the time to go through my policy with me.

Jane Service Rep: It was my pleasure. Is there anything else I can do for you today?

Joe Customer: No

Jane Service Rep: Well have a great afternoon and thank you for being a policyholder. We truly appreciate the business. Goodbye.

Cheaper Rate 

Joe Customer: Man your rates a high! I have been checking around and AnyState will sell me the same policy for $500 is $100.00 per year cheaper than AmericaWide 

Jane Service Rep: That’s interesting? We have been writing new customers that were with AnyState. I wonder if they just took a rate decrease? 

Joe Customer: I am not sure but want to see if you can match there price or I am leaving AmericaWide!

Jane Service Rep: Well I know that we have increased our rates a bit but lets take a look at your policy and see what’s going on. I would like to take a few moments to review your coverage’s and discounts to make sure your account is still tailored to your needs. Do you have a moment to do that?

Joe Customer: Sure.

Action: 

Review coverage’s, discounts and drivers if applicable. 

It is critical that you explain the benefits of the policy at each coverage point: 

Jane Service Rep: Well after looking at everything it still looks like your premium is going to be $565.00 per year which is about $65.00 or 18 cents more per day than what AnyState offered you.

Joe Customer: I have been with AmericaWide for a long time. I just don’t understand why AnyState is cheaper.

Jane Service Rep: I understand what you are saying… (use price objection tools)

Joe Customer: I don’t like it but it makes sense. Thanks for taking the time to go through my policy with me.

Jane Service Rep: It was my pleasure. Is there anything else I can do for you today?

Joe Customer: No

Jane Service Rep: Well have a great afternoon and thank you for being a policyholder. We truly appreciate the business. Goodbye.

ITV

Joe Customer: Yes, I just received my policy and AmericaWide increased the coverage on my house to 210,000 and the premium went up $128.00 a year!

Jane Service Rep: Yes Sir, I know that AmericaWide in running a program to verify that clients have enough insurance in place to replace or rebuild their home in the event of a total loss from a fire or major claim. With the increase in labor and material costs over the last few years we have had many clients not able to rebuild their homes after a major claim and the company believed it would be best to make sure folks are adequately covered. Let me take a look at your policy to see what’s going on. I would like to take a few moments to review your replacement cost estimate, coverage’s and discounts to make sure your account is still tailored to your needs. 

Joe Customer: Sure.

Action: 

Review MSB, coverage’s, and discounts. 

Offer to send copy MSB to client.

It is critical that you explain the benefits of being 100% fully insured and the policy benefits at each coverage point: 

Jane Service Rep: Well after looking at everything it still looks like it is best that you insure your home for 210,000. Breaking the premium down the rate change for the increased coverage is about 35 cents more per day than you were paying last renewal. 

Joe Customer: I just don’t want to increase my policy.

Jane Service Rep: Ultimately the amount you insure your home for is your decision. We just wanted to make sure you were aware of your options. If you do not want to increase the coverage I can have you sign an Amount of Insurance Acknowledgement form and keep the coverage the same as last year.

Joe Customer: I understand what you saying but I really think I want to insure the house for 190,000.

Jane Service Rep: No Problem. How would you like me to send you the Acknowledgement form? Email, Fax, or by Mail?

Joe Customer: Please Fax it to 123-123-1234 and thanks for taking the time to go through my policy with me today.

Jane Service Rep: It was my pleasure. Is there anything else I can do for you today?

Joe Customer: No

Jane Service Rep: Well have a great afternoon and thank you for being a policyholder. We truly appreciate the business. Goodbye.

Price Objection Tools

Three Things in Life

Throughout my life I have found that people are looking for three things when they buy a product or service. They want the best product with the best service at the lowest possible price. Can you name one company that leads in all three categories? Lets take Wall Mart for example. They have average to less than average product, marginal service and low prices. Now lets look at Neiman Marcus. They have great products, great service and extremely high prices. What I have found is that you can’t be a leader in all three categories and succeed. You have to give up something in one area or another. At AmericaWide we try to provide great products with great service at a fair price. You know I can’t change our service because we work hard every day to provide world-class service to all of our clients but I can change the price by reducing your coverage or increasing your deductibles. If you have a moment I would be happy to review your account with you to see what’s best for your situation.

Gasoline

Have you ever wondered why Exxon sells its gas four cents a gallon cheaper than Texaco one day and Texaco sells it gas four cents cheaper the next? Does either of them have a drilling or refining technology advantage? Both companies advertise, sponsor events, have buildings full of employees and have retail stores selling their fuel. We all know that they are manipulating the price to get customers to stop and try their store. I bet if you measured the price difference between the two over your lifetime there would be less than 2 or 3% difference. Insurance companies are no different. We all insure homes and cars in your neighborhood; we are exposed to the same catastrophes, are exposed to the same statistics for fire and theft. We all are regulated by the same governmental authorities, advertise, sponsor events, have buildings full of employees, provide central call centers or retails offices to sell policies. I can promise you that you can find a cheaper rate from some company by shopping your policy today but if you checked back with AmericaWide in six or 12 months our rate would be less than theirs at that time. Insurance is no different than gasoline and your lifetime savings by switching back and forth will not amount to much. My hope would be that you pick a company like AmericaWide that provides the best advice, quality protection and stick with us. 

Market Stability

I want to assure you that AmericaWide is trying to make sure we have the reserves available to take care of our policyholders in their time of need. Our company may be a little more conservative in their rate making than others because of our mutual heritage. A lot of our customers do not really understand the difference between AmericaWide and the publicly traded stock or privately held insurance companies out there today. As a mutual company our policyholders actually own us versus being owned by outside shareholders. The fundamental difference between the different types of organization is that we will always try to do what’s best for our policyholders as a group compared to a stock company doing what’s best for the shareholders, which may not be what’s best for the policyholder. AmericaWide’s conservative actions through the years have enabled us build a portfolio of assets worth more than 160 billion dollars and to maintain an A financial rating from AM Best for over 75 years in a row. I know at this time my explanation does not help you out as an individual policyholder with your premium but considering the current market situation it should give you the peace of mind that we will be able to deliver on our promise to pay your potential future claim. 

Inflation

I know it seems that everything is going up. I want to assure you that AmericaWide is trying to keep your rates as low as possible with out jeopardizing our ability to pay future claims. I know that I personally think that my rates should continue to get reduced the longer I go without a claim but in reality rising labor cost, increases in material cost and inflationary increase in overall expenses continue to put pressure on insurance rates. When you look at how insurance works by using the law of large numbers, collecting premium from a group of clients, paying the claims of a few, paying the expenses to operate the company and saving a little premium in reserve for future catastrophes it actually makes some sense that inflation typically pushes rates up each year.

My Job

I want to assure you that we are trying to make sure you have the best coverage at a fair price. As a licensed agent my job is to help make you aware of all of your exposures and provide an insurance or risk reduction solution for you to choose from. It’s up to you to pick what best for your situation. The ultimate purpose of my work is to make your future more predictable. I promise that we have never received a call from a client at two or three in the morning after a house fire worried that they had paid to much for their insurance. The question the client always asks is “am I covered?” My goal is to make sure you are covered. 

Benefits

Discuss the History and express the benefits of your insurance company.
