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Personal Lines: How we got here 
and is it forever broken?
Nicole Broch, CIC, CISR, PLCS

nicoleellisbroch@outlook.com

In Class Work – You have 2 Index Cards

- Save one for later

- On the other:

Write down your answer to this client question:

My rate for home and auto insurance went up and can you 
find me a better price please?

Today’s Agenda
 Where it began

 The History of Deductibles
 Covid/Premium Returns/Soft Market
 Frequency vs. Severity in auto and home
 Winter Storm Elliot

 In the thick of it…
 Coverage A Reviews
 Mass Underwriting/Appetite Changes
 Avoiding Adverse Selection
 Terms and Conditions

 What now?
 Applying The New Norm of Deductibles vs. Schedules
 Protecting Future Insurability
 Cost Sharing vs. Self-Insurance
 The E & O Quandary for Agents
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Where we are 
now…

Why are we 
doing this!?!?

Why are we 
still doing 

this!?!?

4

5

6



1/31/2024

3

 Who had a $0 comprehensive/OTC deductible?

 Who had a $250 homeowners deductible?

The story of 
deductibles

Where it all began…Covid?

The Nicole Broch Timeline

 March 24, 2020 – My world explodes while Illinois 
issues a Shelter-In-Place

 Destroy the closing-in walls and renovate

 Sell for a major profit

Industry Timeline Overlay

 Premiums are low – new business rates make “shopping” a budgetary 
decision

 Premium return considerations are made by carriers, countrywide

 Home - Frequency is flat but severity is down 

 Auto – Severity is down but frequency is flat/up

 Shortages in materials, supplies, parts

Industry Assumptions of Frequency Vs Severity
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Unpopular opinion or just one gal’s take?

What exactly is Rebating?

What did the 
consumer do?

Covid, yes, but what else?

H ere are some fast facts about EllioƩ:

 18 people died from Oregon to New York, many of which are the result of vehicle accidents. 3- Oklahoma; 1-
Nebraska: 3-Kansas; 1-Oregon; 2-Kentucky; 1-Missouri; 5 Ohio; 2-New York.

 At one point on Christmas Eve, up to 1.7 million customers lost power on the East Coast. At points during the 
storm, the Tennessee Valley Authority and Duke Energy created rolling backouts to reduce energy demands.

 More than 5,700 flights were canceled into or out of the United States due to Elliott or Fernando before 
Christmas.

 More than 60% of the American population was under some sort of winter weather alert; many of which 
were simultaneously under wind chill alerts.

 Elk Park, Montana, has recorded the coldest temperature (minus 50 degrees) and wind chill (minus 74 
degrees) anywhere in the Lower 48 on Dec. 22.

  The freezing line dropped as far south as Mobile Bay, which parƟally froze, and Central Florida.

 39 inches: That was the highest snowfall total in Elliott. It was recorded in Snyder, New York.

 151 mph: That was the highest wind gust reported anywhere in the country in Elliott. It was recorded at the 
Mount Washington Observatory in New Hampshire.
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Independent Agent Markets

Phew, at 
least that 
disaster is 
over!

Hyperinflation in Homeowners

Materials

Delays

Workforce shortages

Supply Chain Disruption
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Material Inflation

Project Delays/Backlogs

Workforce Shortages
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Supply Chain Disruption

Is it getting better?

Hyperinflation in Personal Auto

Cost of new cars

Cost of used cars

Inventory scarcity

Cost of repair and parts

Rental Cars
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Hyperinflation in Personal Auto

Cost to Repair (overall)

Cost to Repair (parts)
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Inventory (New)

Inventory (Used)

Workforce Shortages
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Rental Cars

In the thick of it…

Coverage A Reviews

Carriers re-underwriting Coverage A

Is there enough coverage considering inflation?

Are we collecting enough premium for the exposure?
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Homeowners Sec II

Mass 
Underwriting/
Appetite 
Changes

Avoiding Adverse Selection

Number of not-at-fault claims

Number of catastrophic losses

Roof age

Foliage Occlusion

31

32

33



1/31/2024

12

Terms & Conditions Revisions

Time limits on reporting

Cosmetic damage

Licensed professionals

What now?
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It starts with us:

What now?

Applying 
Deductibles & 

Schedules in the 
New Normal

Applying 
Deductibles & 

Schedules in the 
New Normal

 
A client with a home value of $600,000 and a 15-year-
old roof... Estimated value to replace the roof $25k: 
 

Applying Deductibles:

The base ISO schedule = 55% or a payment of $13,750 –
and then still subtract whatever the all-peril deductible is 
 

Applying Wind/Hail:
W/H Deductible of 1% = a payout of $19,000 
W/H deductible of 2% = a payout of $13,000
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Protecting Future 
Insurability

 Insurance isn’t a 
maintenance policy

 Neighbor-itis is not a 
covered peril

 Do I have a new 
business market for you 
after this claim?

Cost Sharing & 
Self-Insurance

 Auto vs home deductibles & payouts

Combating “this is why I have insurance objections”

 E & O

 Claim Filing

 Coverage Reductions

 Remarketing

The E & O Quandary
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Regardless of instruction from the 
customer, report all claims to the 

carrier

E & O Tips - Claim Handing 

Reducing Coverages – Intentionally and 
Unintentionally

• Extended & Replacement Cost Homeowners Endorsements

• Homeowners Coverages with Separate Deductible Clauses

• Internal Limits

• Rental Car Limits

• Roadside Assistance
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Homeowners Endorsements

Best Practices for Agents

Involve the insured in the replacement cost evaluation

Waivers for de-selected/declined coverages

Exposure interviews

Questionnaires/Reviews

Is remarketing and rewriting a risk as new business a 
good practice?

There is NEVER a good time to delete an umbrella

Renewal Reviews
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In Class Work – You have 2 Index Cards

- On the one you saved:

Write down your answer to this client question:

My rate for home and auto insurance went up and can you 
find me a better price please?

Wrapping Up

NOW is the time your insureds need you!

Understand the new normal of personal lines 
create procedures to minimize E & O exposure

Thank You!

Nicole Broch, CIC, CISR, PLCS
Insurance Education & 

Professional Development
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