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Consumer Behavior
How have consumer’s technology needs changed?



Not Just Millennials 

• Millennials. Demand it.

• Younger generations. Expect it.

• Older generations. Want it.



Instant Gratification 

• Instant gratification

• I want…

• …now

• 15 minutes?

• 7 ½ minutes?

• Try 2 minutes.

• Buy now!



Instant Access

• Direct Writers





Instant Access

• Direct Writers
• 6.8 Billion in Ad Spend

• 5 Billion in Top 10 Alone

• Single Rate

• Online Lead Aggregators



Online Lead Aggregators



Instant Access

• Direct Writers
• 6.8 Billion in Ad Spend

• 5 Billion in Top 10 Alone

• Single Rate

• Online Lead Aggregators
• Google Compare

• Compare.com

• Cover Hound

• Insurance Zebra

• Lead Providers



Can agents compete?
Are they willing to?



Is Commercial Safe?



Anytime, Anywhere

• Day or night

• Online, phone, email, in person

• Where they are
• Events

• Schools

• Social Media



Service is a commodity. 
Great service is an 
experience.
Laird Rixford



Create an Experience

• Who
• Understand the consumer.

• What
• Offer consumers what they want.

• When
• Provide it on their time and on their terms.

• Where
• Be where your consumers are, physically and 

virtually.

• Why
• Brand your experience.



Providing Responsive Service

• Before, during, after the sale.
• Instant quotes

• Buy now

• Online consumer access to payments and 
service.

• Technology can help.
• Expedited buying options.

• Automated email marketing.

• Lead workflow management.

• Alerts and notifications.



Expanding Your Reach
Start online…



Websites
Before I go on…



E-Mail Marketing

• The complete client lifecycle
• Who are you?
• Prospect
• Suspect
• Customer
• Lost

• Newsletters
• Informative, not insurance-y

• Nurture Marketing
• Birthday, Anniversary
• Policy Updates & Service



Search

• Content drives traffic
• Those who consistently blog monthly receive 

31% more referral traffic

• Local search is important
• Well designed websites will improve local 

citations

• Google Analytics
• Avoid the bounce.

• What is working? What is not?



Social Media

• Well covered here.

• Analytics and measurement is key.

• Understand your customer and market.

• Develop a process
• Plan

• Execute

• Monitor

• Measure

• Repeat. Repeat. Repeat.



Offline

• Referral

• Local agent advantage

• Tie promotion and events online

• Go viral

• Have fun

• Make a splash



Agent Behavior
How agents’ technology needs have changed.



Agents on the Move

• Market, rate, and manage… anywhere, 
anytime

• Web Enabled Technology

• Highly accessible

• Productive

• Integrated



Lead, Don’t Follow
Drive a revolution, you can’t force evolution



More Information
http://www.getitc.com/blog/
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