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83% 
77% 

59% 62% 

Auto Insurance Home Insurance

Policy Satisfaction 
(8-10/10) 

67% 

64% 

63% 

60% 

50% 

46% 

38% 

66% 

64% 

64% 

61% 

53% 

47% 

42% 

The amount of coverage

The insurance provider

The service

The broker

The deductible

The rate / premium

Other

Satisfaction with Policy Elements 
(8-10/10) 

Auto Home



54% 

23% 

10% 

5% 

4% 

3% 

0% 

The rate / premium

The amount of coverage

The service

The deductible

The insurance provider

The broker

Other

Most Important Auto Policy Features 
(Ranked 1st) 

49% 

28% 

10% 
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The rate / premium

The amount of coverage

The service

The insurance provider

The deductible

The broker

Other

Most Important Home Policy Features  
(Ranked 1st) 

56% 

29% 

19% 

19% 

18% 

17% 

16% 

12% 

12% 

8% 

6% 
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Security

Comfort

Suspicion

Confusion

Content

Peacefulness

Resentment

Anxiety

Overwhelmed

Nervousness

Curiosity

Other

Feelings about Insurance 



59% 

49% 

38% 

38% 

16% 

6% 

3% 

58% 

50% 

39% 

36% 

20% 

6% 

3% 

Insurance company

Insurance Broker

Friend / Family / Colleague

Google / Search engine

Bank

Social media

Other

Sources Sought for Information  

Auto Home



42% 
aware of the June 1st changes 

18% 
aware insurer cannot increase 

rates on a minor accident 

95% 
support this change 

69% 
of respondents believe 

there is fraud in the  
Ontario Auto Insurance 

System 

23% 

17% 

12% 

7% 

6% 

6% 

2% 

3% 

3% 

Auto body shops

Insurers

Consumers

Medical professionals

Lawyers

High level of benefits

All of the above

None of the above

Other

Primarily Responsible for Insurance Fraud 



 

54% 
say they have a 
good/full understanding 
of the services provided 
by an Insurance Broker 

84% 
matched the correct job 
description with the 
Insurance Broker job title 

37% 

40% 

24% 

33% 

43% 

24% 

Yes, I am confident I can research and choose
the right insurance policy for my situation and

needs on my own

I am comfortable researching policies online
but prefer to consult with an Insurance Broker

prior to purchasing

No, I want advice from an Insurance Broker to
research my options and help me with the

decision

Guidance Needed 

Auto Home



53% 
used a Broker for Auto 
Insurance  

50% 
used a Broker for Home 
Insurance  

 

33% 

27% 

24% 

24% 

23% 

33% 

28% 

25% 

24% 

22% 

I would rather deal directly with an insurer or
representative from an insurer

The thought of using a broker just doesn't cross my
mind

I don't want to pay for the broker's services, either
directly or through higher fees

I used an Insurance Agent instead

I don’t think a broker could get me a better deal 

Reasons for not using a Broker (%) 

Auto Home



Satisfaction with Broker  
(8-10/10) 

60% 
61% 

Auto Insurance Broker 

Home Insurance Broker 

66 

64 

64 

63 

62 

60 

59 

58 

58 

58 

49 

66 

66 

64 

61 

63 

60 

62 

58 

58 

57 

52 

Helping me with the paperwork

Providing great customer service

Matching the policy to my needs

Helping me understand my options and the process

Providing a recommendation on the specific terms I should have

Being open and honest with me

Providing a recommendation on which provider to deal with

Getting me the best rate

Doing research and investigation for me

Ability to get me multiple quotes from multiple providers

Using their influence to get me a great deal

Satisfaction with Brokers 
 (8-10/10) 

Auto Home



Insurance Brokers Performance Improvement Chart 



31 

31 

31 

30 

38 

40 

Auto Insurance Broker

Home Insurance Broker

Net Promoter Score 

Detractors Passives Promoters

+7 
+9 

NPS Score 

1.6 clients would like 

to be contacted 

times per year on 

average 



9% 

22% 

33% 

36% 

3% 

7% 

23% 

67% 

Within the past year

Within the past 1-5 years

More than 5 years ago

Never

Claim Submission History 

Auto Home

56% 

43% 

1% 

64% 

34% 

2% 

Insurance broker

Insurance company

Other

Contact for Claim Submission 
(Among those who used a broker) 

Auto Home

68% 
67% 

Claims Satisfaction (8-10/10) 



Overall Claims (Auto & Home)  Performance Improvement Chart  


