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A Client in Crisis
When a Maryland based insurance 
agency specializing in home, auto, 
and commercial insurance began 
struggling with internal inefficiencies, 
they knew they were at a turning 
point. The systems that once helped 
them grow—especially their Agency 
Management System (AMS)—had 
become a burden. The clutter, the 
inability to efficiently manage client 
documents, and poor lead tracking 
were all standing in the way of daily 
operations and future scalability. 



But technology wasn’t the only issue. 
Disorganized workflows, inconsistent 
staff training, and overworked senior 
staff were slowing everything down. 
Client satisfaction was falling, and 
missed opportunities were becoming 
routine. 
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Untangling the Issues
Before the agency could move forward, it was critical to address their deeply 
intertwined issues, each contributing to the overall inefficiency. 

Insurance AOS Case Study | www.fbspl.com  03

Scattered data across multiple AMS platforms1.

Problems:

Impact:

E&O Risk:

Their AMS, once efficient, was now overwhelmed with 24,807 
disorganized files. Poorly labeled documents were clogging the 
system, making it nearly impossible for employees to retrieve information 
quickly. Employees spent hours searching for client files, and the lack of 
organization heightened the risk of Errors and Omissions (E&O). 

� Disorganized files made document retrieval painfully slow.�
� Uncertainty about storing new documents, further complicating 

organization.�
� The absence of structured naming conventions made document 

retrieval inefficient and time-consuming.

� Employees spent excessive time searching for documents, 
increasing the likelihood of errors.

� Outdated documents raised legal risks.

https://www.fbspl.com/
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Ineffective Lead Management2.

Problems:

Impact:

Lost Revenue:

The sales team was dealing with a cluttered pipeline of 1,822 
unresolved leads. Without a system to prioritize or follow up on these 
prospects, the sales team missed out on significant revenue opportunities. 
Valuable leads were left unattended, and agents had no way to track 
which leads were high-potential. 

� Over 1,822 leads went unresolved in the system. �
� The AMS was cluttered with older tasks, many of which were 

outdated or assigned incorrectly. 

� No prioritization of high-value leads led to missed sales 
opportunities. �

� The staff were unable to identify which clients needed better 
servicing, resulting in missed opportunities. 

� Lack of follow-ups meant potential business was slipping through 
the cracks.

https://www.fbspl.com/
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Inconsistent Workflows3.

Problems:

Impact:

Training Issues:

Employees were completing tasks in different ways, leading to 
inconsistent service delivery. Tasks like client onboarding, renewals, and 
document management varied by employee, causing inefficiencies, 
delays, and errors. Without formalized procedures, senior staff had to 
frequently step in to manage and train, reducing their ability to focus on 
higher-value work. 

� Lack of standard operating procedures (SOPs) created workflow 
chaos.�

� Issues with producer commission assignments, leading to incorrect 
or delayed payments.�

� Confusion among the agents about status, priorities and task 
assignments. 

� Errors, delays, and inconsistent service were common. With no 
solution in sight the exasperated staff were close to burnout.

� New hires struggled with inconsistent training, slowing their 
progress.

https://www.fbspl.com/
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Underutilized AMS and Overburdened Staff4.

Problems:

Impact:

Training Gaps:

While the AMS had powerful features, the team wasn’t using them. 
Limited knowledge of the system’s advanced functionalities, such as task 
automation and lead management, made it hard to optimize daily 
operations. Fragmented training further delayed the onboarding of new 
hires, and senior staff had to shoulder much of the workload, taking them 
away from core responsibilities. 

Realizing they needed outside help the agency chose to get expert 
consultation for a complete operational transformation. 

� Advanced AMS features weren’t being utilized to their full 
potential.

� The team struggled with basic tasks, leading to inefficiencies. 

� Senior staff were overwhelmed with responsibilities, often 
diverted from high-priority work to assist with training.

https://www.fbspl.com/
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A Strategic Partnership 
The agency turned to FBSPL’s Agency 
Optimization Services (AOS) for help. 
What they needed wasn’t just a quick fix—
it was a comprehensive solution that could 
improve operational efficiency, empower 
their staff, and set them up for long-term 
success. 

Step 1: Streamlining

Document Management 

Step 2: Optimizing

Lead Management 

Step 3: Standardizing

Workflows for Efficiency 

Step 4: Empowering the Workforce

with Comprehensive Training 

https://www.fbspl.com/
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Step 1: Streamlining Document Management 

The first step was to organize the 24,807 files clogging the AMS. FBSPL 
conducted a comprehensive document audit and established standardized 
naming conventions to ensure files could be easily retrieved. Outdated 
documents were archived, freeing up space and improving system 
performance. Finally, automated filing systems were introduced, ensuring 
the AMS would stay organized over time. 

Result: 50% improvement in document retrieval efficiency, significantly 
reducing employee frustration and minimizing E&O risk. 

� Document Audit:

� Standardization:

� Automation:

 Reviewed and reorganized 24,807 files, archiving 
outdated ones.�

 Implemented consistent naming conventions to 
simplify document retrieval.�

 Introduced automated filing systems for long-term 
organization. 

https://www.fbspl.com/
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Step 2: Optimizing Lead Management 

To clean up the sales pipeline, FBSPL closed 1,822 outdated leads, 
allowing the sales team to focus on high-potential prospects. A lead scoring 
system was introduced, ensuring that the team could prioritize leads based 
on engagement and potential value. Automated follow-ups were 
implemented, ensuring no lead went cold. 

Result: A 25% increase in conversion rates and a 15% rise in closed 
deals, thanks to better focus on actionable opportunities. 

� Lead Cleanup:
� Lead Scoring:
� Automation:

 Closed 1,822 outdated leads�
 Prioritized high-value prospects for immediate follow-up�

 Set up reminders to ensure leads were regularly engaged.

https://www.fbspl.com/
https://www.fbspl.com/
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Step 3: Standardizing Workflows for Efficiency 

To reduce errors and streamline operations, we developed formal Standard 
Operating Procedures (SOPs) for tasks such as client onboarding, 
renewals, and document handling. Defined turnaround times ensured tasks 
were completed efficiently, while regular audits helped identify inefficiencies 
early, allowing for continuous improvement. 

Result: A 30% reduction in errors and 20% faster task completion, 
leading to improved service delivery and client satisfaction.

� Formal SOPs:
� Turnaround Benchmarks:

� Ongoing Audits: 

� Automatic task assignment:

 Standardized workflows for key tasks, reducing errors.�
 Established timeframes for completing tasks 

efficiently.�
Regularly monitored workflow adherence for long-

term improvements.�
 A smart assignment feature was 

introduced to keep track and notify relevant team members of tasks 
needing their attention. 

https://www.fbspl.com/
https://www.fbspl.com/
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Step 4: Empowering the Workforce with Comprehensive 
Training 
FBSPL designed custom training modules and provided real-time workshops, 
ensuring the staff could fully utilize the AMS’s advanced features. Hands-on 
training empowered employees to handle tasks confidently, while continuous 
learning resources ensured that new skills were regularly reinforced. 

Result: 40% faster onboarding for new hires and a 15% productivity 
increase across the team, as employees became proficient with the system. 

� Custom Training:
� Live Workshops:
� Ongoing Support:

 Developed tutorials covering AMS features.�
 Provided hands-on training for the team.�

 Continuous learning resources kept the staff up-to-
date. 

https://www.fbspl.com/
https://www.fbspl.com/
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FBSPL designed custom training modules and provided real-time workshops, 
ensuring the staff could fully utilize the AMS’s advanced features. Hands-on 
training empowered employees to handle tasks confidently, while continuous 
learning resources ensured that new skills were regularly reinforced. 

1. Sales Pipeline and Conversion:

2. Document Management and Efficiency: 

� 1,822 Leads Closed

       Focus on actionable leads increased productivity.  

� 50% Faster Document Retrieval

       Improved document management system saved time

       and reduced errors. 

� 25% Conversion Rate Increase 

       Lead prioritization improved revenue generation. 

� 15% More Closed Deals 

       Automated follow-ups kept prospects engaged.  

� Reduced E&O Risk 

       Archiving outdated files minimized legal risks.  

The Impact of Optimization 

https://www.fbspl.com/
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3. Workflow Efficiency:

4. Empowered Workforce: 

� 30% Error Reduction 

       SOPs improved consistency and reduced mistakes. 

� 40% Faster Onboarding 

       New hires were productive sooner. 

� 20% Faster Task Completion 

       Defined turnaround times streamlined operations. 

� Increased AMS Utilization  

       Staff used advanced features, boosting daily efficiency. 

faster
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of renewals

reviewed


earlier

50% 30%

40% 35% 90%
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The transformation took place over a structured timeline, allowing for 
significant improvements within a short period as well as deep reorganization 
carried out over a longer term. 

The agency's commitment to expanding collaboration with us stands as proof 
of their trust and satisfaction in our work. 

Phase 1: Quick Wins (First 15 Days) 

Phase 2: Long-Term Improvements (Next 4 Months) 

� Task Cleanup: 349 overdue tasks resolved in EZLynx

�
� Opportunity Resolution: 1,822 sales opportunities addressed in 

Sales Center�

� Commission Accuracy: 1,577 producer commission assignments 
corrected 

� Document Organization: 50% reduction in document search tim�

� Lead Management: 30% increase in follow-up rate�

� Employee Development: Regular training enhanced staff confidence 
and efficiency 

The Journey 

https://www.fbspl.com/
https://www.fbspl.com/
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In just four months, the Agency Optimization program drove a complete 
operational transformation. By implementing scalable systems, streamlining 
workflows, and empowering staff, the agency is now well-equipped to 
meet present demands while confidently navigating future growth. 
Automated processes and continuous learning resources ensure the agency 
remains agile and competitive in an evolving industry. 



The key takeaway is that operational challenges are not barriers, but 
opportunities for growth when approached strategically. With the right 
partner, any organization can realize its full potential. 

A Future-Ready Agency 

https://www.fbspl.com/
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Reach out 24/7

Thank You!
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2578 Broadway #568

New York, NY 10025-8844

Mo. +1-240-979-0061

F-37, IT Park, MIA Extension, 
Udaipur, Rajasthan, 313002 
Mo. +91-977-277-9996

281 Kenton Rd Harrow,

Middlesex, HA3 0HQ

Mo. +44-788-331-8386

197 Orton Park Rd 
Scarborough (ON), M1G 3H2 
Mo. +1-240-979-0061
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