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The State of Broker Experience 2025

Broker Experience: The New Engine of Retention and Growth

Introduction: The Rise of Broker Experience Management

For years, insurers and benefits providers have poured millions into improving member
experience. Portals were rebuilt. NPS programs launched. Al chatbots deployed. Yet one critical
stakeholder in the customer journey — the broker — remained largely invisible.

Despite driving more than 70—-80% of total premium revenue across health, life, and benefits
segments, brokers have rarely been treated as a distinct group whose experience needs to be
measured, understood, and managed. The result: carriers know how their customers feel, but
have little visibility into how their brokers feel — or when those brokers are about to move their
book elsewhere.

In a market where broker relationships determine growth, loyalty, and profitability, this blind spot
has become untenable.

That's why 2025 marks the emergence of a new category: Broker Experience Management
(BXM).

BXM brings the science of customer experience and the discipline of partner management into
the broker channel — quantifying how brokers feel, why they feel that way, and what actions can
turn passives into promoters and detractors into partners.

Early adopters of BXM are already seeing tangible financial results. Across pilot analyses, even
a 2-point improvement in broker-driven retention delivered $20-40 million in preserved
premium per $1 billion book, with parallel gains in new-business advocacy and market share.

As competitive pressure, channel consolidation, and digital transformation reshape the broker
landscape, organizations that understand and optimize broker experience will pull ahead — not
because they offer better commissions or faster quoting, but because they deliver a frictionless,
rewarding, and data-informed partnership experience.
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Why Broker Experience Matters Now

Three forces are converging to make broker experience the next strategic battleground:
1. Broker Influence on Retention Has Never Been Greater

In health and benefits markets, brokers are the front line of loyalty. They guide renewal
decisions, shape product recommendations, and determine which carriers are “easy to work
with.” As the markets continue to fragment and the range of product offerings proliferates,
brokers are becoming increasingly important. Yet most carriers still rely on anecdotal feedback
— broker dinners, advisory boards, or end-of-year surveys — rather than structured and
continuous listening.

In a landscape where a single broker controls millions in premium, that’s like managing your top
customers blindfolded.

2. Rising Premiums are Driving Broker Influence

In 2025, medical premiums are expected to rise by 6—8% on average across employer and
individual markets — the steepest increase in more than a decade. As costs surge, both
employers and individuals are reassessing their health plan options, fueling a significant uptick
in shopping and plan switching behavior. This shift is sending thousands of customers back
into the hands of brokers, who once again become the critical gatekeepers of choice, loyalty,
and perception.

For carriers, this creates both risk and opportunity: risk, because dissatisfied brokers will steer
business elsewhere; opportunity, because those who invest in broker experience now can
capture share from competitors who aren’t listening. With premiums climbing and competition
intensifying, the broker experience has never mattered more to retention, growth, and brand
trust.

3. The Experience Gap Is Growing

Carriers have invested heavily in member experience (CX) and digital engagement, but broker
portals, quoting tools, and service support often lag behind. In a recent survey, nearly half of
brokers cited carrier responsiveness and issue resolution as their top frustration — a signal
that operational friction is translating into lost advocacy.

As brokers consolidate and gain leverage, their expectations are rising fast. They want the same
seamless, real-time experience they deliver to their clients.

4. Data and Analytics Now Make BXM Possible
Until recently, broker sentiment was qualitative and unmeasurable. Today, structured listening

programs, experience analytics, and revenue correlation models make it possible to track broker
advocacy as a quantifiable KPI — one tied directly to premium retention and growth.

© 2025 VistaXM, Inc. ® wWww.vistaxm.com 2
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BXM platforms, like BrokerPulse, integrate feedback, behavioral data, and financial outcomes to
provide an actionable “Broker Health Score.” This enables leaders to see which brokers are
promoters, which are passives at risk, and which detractors are quietly disengaging — long
before those signals hit the P&L.

The BXM Value Equation

At its core, BXM is not about surveys or satisfaction scores. It's about economics.
Every broker represents a portfolio of customers, and every point of improved broker loyalty
compounds across that portfolio.

In a typical $1 billion broker-driven book:

e A 1-point retention gain = $10—15 million preserved premium

e A 2-3-point retention gain = $20—40 million preserved premium

o Plus additional value through lower acquisition cost, faster renewal cycles, and higher
share of wallet

BXM operationalizes this math — transforming subjective relationships into measurable
revenue levers.

The Bottom Line

2025 will be remembered as the year the industry began listening to brokers with the same rigor
it listens to customers. Organizations that lead this shift will not just retain more premium —
they’ll build stronger, more resilient partnerships in an increasingly competitive and transparent
market.

Broker Experience is no longer a soft metric. It's a financial one.
And BrokerPulse is at the forefront of helping the industry see — and act on — it.
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The Broker Landscape in 2025

An ecosystem in motion — growing influence, rising expectations

2.1 A Massive, Often Invisible Growth Engine

Brokers and intermediaries remain the connective tissue of the insurance economy. Across
health, life, and P&C, more than 900,000 licensed brokers and agents operate in the U.S,,
representing over $1 trillion in annual premium flow. In health insurance alone, there are
approximately 430,000 active brokerage and agency firms, generating nearly 80% of group and
Medicare Advantage sales.

Their influence extends beyond placement: brokers manage renewals, guide benefit design, and
shape member perceptions of the carrier. Yet most carriers still manage them as a sales
channel — not as a customer segment.

BXM reframes that relationship: each broker becomes both a distribution partner and an
experience stakeholder whose loyalty can be measured, nurtured, and monetized. In other
words, brokers need to be treated as both an employee and a customer.

2.2 How Brokers Are Changing
The broker landscape is undergoing its most profound transformation in decades.
Consolidation and Scale

The market is coalescing around a smaller number of national and super-regional firms.
Private-equity investment has fueled roll-ups like Acrisure, Hub International, Gallagher, and
OneDigital, each acquiring dozens of local agencies. For carriers, this means fewer but far more
powerful intermediaries — firms that can shift entire books of business with a single strategic
decision.

Implication: Loyalty must now be earned at the firm level as much as the individual level.
Broker experience must adapt to multi-stakeholder, multi-office relationships.

Digitization and Self-Service Expectations

Brokers increasingly expect real-time quoting, electronic underwriting, automated commission
tracking, and CRM integration. Portals once seen as differentiators are now table stakes. When
they fail, frustration spreads quickly through networks and social platforms. In short, brokers
benchmark their carrier experience against Amazon, not just other insurers.

© 2025 VistaXM, Inc. ® wWww.vistaxm.com 5
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Advisor Mindset

The modern broker is shifting from “policy seller” to “strategic advisor.” They expect
consultative support, market data, and tools that make them look smarter to clients. Carriers
that empower brokers with insights win disproportionate loyalty.

BXM programs capture these evolving needs continuously, ensuring carriers can pivot before
dissatisfaction turns into defection.

2.3 Three Primary Broker Segments

m Typical Profile Primary Motivation BXM Opportunity

Small and mid-sized
Independent agencies selling group Speed, service,
Retail Brokers health, individual, and commissions
Medicare Advantage

Identify friction points early
and automate responses to
reduce churn

Measure satisfaction at

General Agents Reglonql CIElaNe S Op.er'atlonal . both the general and sub-
supporting hundreds of sub- efficiency, carrier

& Aggregators agent levels to prevent
agents support "

attrition
. Large multi-office, multi- Partnership depth, Enterprise-level BXM

National & fi . . programs tied to revenue

Strategic Firms product firms (e:g:, Hub, data |nt.egrat|on, co- retention and growth
Gallagher, OneDigital) marketing

collaboration

2.4 Cross-Industry Expansion of the Broker Model

The “brokered” channel is no longer unique to insurance.
BXM'’s relevance now spans several fast-growing intermediary ecosystems:

Intermediary Type 2025 Trend Why BXM Fits

. . . Wealth advisors, Advisor consolidation and Same advocacy-driven
Financial Services A . .
mortgage brokers hybrid digital models retention dynamic
Employee Benefits  Benefit consultants, Bundled benefits + tech Broker satisfaction
& HR Tech PEO partners integration drives product adoption
Technology MSPs, VARs, OEM Cloud + cybersecurity rPeacr:J?r?; IO:’:‘JE:]ZG
Channels resellers growth N9
retention
SIS N SRR Commercial energy Deregulated markets Broker churn directly tied
consultants expanding to contract loss

© 2025 VistaXM, Inc. ® wWww.vistaxm.com 6
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2.5 The New Broker Reality: Choice and Leverage

Brokers today operate in a market of abundance. Every carrier claims to offer competitive
pricing, fast quoting, and flexible benefits. The differentiator has shifted from product to
partnership.

In 2025, broker choice is frictionless:
o Contracts can be switched digitally in minutes.
o Clients can be remarketed overnight.

o Dissatisfaction travels instantly across social and professional networks.

This new reality elevates broker experience from an operational metric to a strategic
differentiator. The carriers that make it easier, faster, and more rewarding for brokers to do

business with them will not only protect existing revenue — they’ll become the broker’s first call

for new opportunities.

Key Takeaway

The broker landscape in 2025 is consolidated, data-driven, and empowered. Carriers can no
longer afford to guess how brokers feel — they must measure it, manage it, and monetize it
through Broker Experience Management.

© 2025 VistaXM, Inc. ® wWww.vistaxm.com



http://www.vistaxm.com/

Benchmark
Findings




PAVISTAXM

Benchmark Findings

Quantifying broker advocacy and its financial impact

3.1 The First Broker Advocacy Benchmark

Until now, broker sentiment has been anecdotal — gathered through annual dinners, informal
surveys, or loss-analysis post-mortems.

BXM programs such as BrokerPulse replace this with a structured, recurring measurement
model that classifies every broker relationship into three tiers:

Typical Share of Share of

Classification Description Renewal Total Total
Rate Brokers Premium

Highly engaged, proactive
Promoters advocates who recommend and 95-98% ~25% ~45 %
prioritize the carrier

Satisfied but indifferent; easily

G swayed by competitor offers e =2 el =il
Detractors Frustrated or disengaged; often 2 _ g5, ~25% ~15 %
shifting business elsewhere
Insight:

Even though detractors represent only a quarter of brokers, they account for roughly 15% of
total premium — meaning each 1-point shift from detractor — passive — promoter has a
greater multiplier effect on total premiumes.

3.2 The Advocacy—Retention Correlation

When advocacy data is mapped against book-of-business retention, the correlation is
unmistakable:

e Top-quartile broker advocacy — 5-6 pts higher renewal rates
o Bottom-quartile advocacy — up to 10 pts higher churn

That translates to $20-40 M in preserved premium per $1 B broker-driven book for every 2-pt
improvement in overall retention.

© 2025 VistaXM, Inc. ® wWww.vistaxm.com 9
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3.3 What Drives Broker Sentiment

Across pilot analysis and interviews, four consistent drivers emerged. Each represents a
concrete, actionable dimension that carriers can measure and improve through BXM:

Impact on

Advocacy lllustrative KPI

Typical Broker Voice

Average issue-resolution

Ease of Doing “How quickly can | quote, Highest (35-40% . . :
. . . Y ) time, portal uptime, first-
Business issue, or resolve issues? of variance) .
contact resolution
Responsiveness &  “Does my carrier respond 25 — 30% Service SLA adherence,
Support when | need help?” ° broker help-desk NPS

“Do | trust that commissions

Compensation & Commission accuracy %,

and incentives are accurate 15-20% ; . C
Transparency and fair?” incentive participation
Partner “Does the carrier make me 10 - 15% gggrr]r:r?rke:rr;ig; t;l;izoarflon,
Enablement more valuable to my clients?” ° gp P !

lead-share ratio

3.4 Service vs. Sentiment: The Performance Gap

When benchmarked against broker expectations, most carriers perform well on product
competitiveness but lag in experience enablers.

Broker Expectation Industry Implication
(Index = 100) Average P

Quoting & _ Process friction erodes

Underwriting Speed broker confidence

Is_sue Resolution 100 79 21 Operational deI.ays =

Time detractor creation

Communlcatlon 100 86 14 Generic updates #

Quality partnership

Technology Portal UX, credentialing, API
. 100 81 -19 ! )

Experience lag behind expectations

Insight:

Even incremental improvements in operational speed or transparency have a significant impact

© 2025 VistaXM, Inc. ® wWww.vistaxm.com 10
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on advocacy — particularly among high-volume brokers who amplify positive or negative
experiences across hundreds of clients.

3.5 Advocacy by Segment

“ Advocacy Index Promoter Ratio Detractor Ratio

Independent Retail Brokers 22% 33%
General Agents / Aggregators 76 27% 25%
National Strategic Firms 82 34% 19%

Interpretation:
Larger and more strategic partners show higher advocacy but expect higher service levels;
independents remain the most volatile group — an ideal starting point for BXM pilots.

3.6 The Financial Multiplier of Advocacy

When BXM data is layered into financial models, three ROI levers emerge:

Retention Higher advocacy — lower attrition + $20-40 M preserved premium
Acgu.lsmon Loygl brokers place more first-year ~ 10-15% acquisition cost
Efficiency business

Promoters cross-sell and expand product

Share of Wallet mix + 5-10% new-business growth

Key Takeaway
Broker advocacy is measurable, predictable, and monetizable. For every $1B in broker-driven

premium, each incremental point of advocacy improvement creates a direct, defensible
financial return.

© 2025 VistaXM, Inc. ® wWww.vistaxm.com 11
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Experience Gaps & Risk Zones

Where broker loyalty is lost — and how to see it before it happens

4.1 The Silent Erosion of Broker Loyalty

Most carriers don't lose brokers overnight. They lose them gradually — through friction that
accumulates in small, avoidable ways: unanswered questions, complex quoting, inconsistent
renewals, or late commissions.

Because these frustrations are rarely captured in real time, leadership often sees the damage
only when the book has already moved. By then, the cost of replacement exceeds the cost of
prevention tenfold.

4.2 Where the Experience Breaks Down

Across hundreds of broker interviews and service-desk datasets, four recurring “risk zones”
emerge. Each represents a cluster of process, communication, or trust failures that directly
reduce advocacy.

Description Common Signals Financial Impact if
Ignored

Slow quoting,

Operational . Escalations, repeat calls, Erodes broker confidence
. underwriting delays, ; :
Friction unsubmitted quotes — lost new business
manual paperwork
. “Nor nse” Turn ives in
Responsiveness  Poor follow-through from O response : urns pas§ es into
. complaints, long email detractors; brokers move
Gap sales or service teams
threads book
. . Confusing or inaccurate Disputes, distrust, late Immediate financial
Incentive Opacity 3 . . . .
commission statements ~ payments dissatisfaction; churn risk

Limited contact after
onboarding; lack of
recognition

Experience
Neglect

Declining engagement Silent disengagement —
in portals/events surprise defection

Insight: Over 60% of brokers who left a carrier in the past 24 months cited “ease of doing
business” as the main reason — not price or product. BXM quantifies this sentiment and traces
it directly to revenue at risk.

© 2025 VistaXM, Inc. ® wWww.vistaxm.com 13
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4.3 The Early-Warning System: How BXM Detects Risk

Through continuous listening and analytics, BXM programs identify churn precursors long
before they surface in retention data.

Leading Indicator Typical Lead Time Before
Book Loss

Drop in Broker Advocacy Score >  Sentiment deterioration; rising

10 pts frustration 3-6 months
Decline in Portal Log-ins / Quote Reduced engagement or shifting

. . 1-3 months
Submissions preference
MECEEE I SERIES LGS 23] Process or communication failure 2-4 months
Broker
Lower Incentive Program

Loss of trust or relevance 3-6 months

Participation

BrokerPulse aggregates these signals into a live Broker Health Index, enabling distribution
leaders to triage brokers by urgency and potential financial exposure.

4.4 Quantifying the Risk in Dollars

In an average mid-sized carrier:

e 25 % of brokers qualify as detractors.

o Each detractor manages roughly $4M in premium.

o Evenif only half of that premium churns, the annual revenue at risk exceeds $500M per
$10B book.

BXM turns that abstract risk into a prioritized, actionable retention list.

4.5 Closing the Gaps
Top-performing carriers are using BXM data to intervene fast:

1. Operational Swarming — When a high-value broker’s experience score dips, cross-
functional response teams resolve open cases within 72 hours.

2. Proactive Outreach — Detractor brokers receive personalized check-ins from leadership;
issues tracked to closure.

© 2025 VistaXM, Inc. ® wWww.vistaxm.com 14
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3. Segmented Incentives — Promoters invited to growth councils; passives targeted with
service improvements.

4. Experience Playbooks — BrokerPulse analytics reveal root causes (e.g., “commission
clarity” vs “portal reliability”), guiding precise fixes.

Case Insight:

One regional health insurer used BrokerPulse to identify 17 brokers at high risk of defection. Within
60 days, targeted service and communication changes reduced potential churn by 68 %, preserving
S31M in premium.

Key Takeaway

Broker Experience is now the earliest leading indicator of revenue loss.

Ignoring it means managing by rear-view mirror. With BXM and BrokerPulse, carriers can move
from reactive damage control to predictive relationship management — preserving premium
before it walks out the door.

© 2025 VistaXM, Inc. ® wWww.vistaxm.com 15
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The Broker Experience Maturity Model

From reactive relationship management to predictive revenue intelligence

5.1 Why Maturity Matters

Every carrier manages brokers. Only a few measure them, fewer still analyze them, and almost
none predict their behavior. The Broker Experience Maturity Model (BXMM) provides a
framework for evolving from anecdotal management to data-driven partnership — ensuring that
broker relationships are no longer governed by intuition, but by insight.

5.2 The Four Levels of BXM Maturity

Level Description Common Behaviors | Key Metrics UG
Outcome

1 Reactive

2 Operational

3 Proactive

4 Predictive

No structured broker
feedback or
experience tracking.
Issues surface only
when brokers leave
or escalate.

Basic broker
satisfaction
programs exist, but
are infrequent and
disconnected from
financial data.

Continuous listening
and segmented
broker management;
experience data
shared across teams.

Fully integrated
Broker Experience
Management (BXM)
system linking
advocacy, operational
data, and financial
outcomes.

— Ad-hoc surveys -
manual tracking in
CRM - focus on
commissions only

— Annual broker
survey — qualitative
advisory boards -
basic portal metrics

— Quarterly advocacy
tracking — broker
segmentation
(Promoters /
Passives /
Detractors) — root-
cause dashboards

— Real-time
sentiment analysis -
predictive churn
modeling — Al-driven
action playbooks

None beyond
sales volume

Broker
satisfaction %,
response time
SLA

Broker Advocacy
Index,

Detractor %,
Broker Health
Score

Retention Lift
(pts) Premium
at Risk ($8) ROI of
Intervention

Frequent surprise
churn, reactive
firefighting, no
early-warning
capability

Partial visibility,
inconsistent
response, limited
linkage to
retention

Early-warning of
churn, retention
gains, improved
broker
engagement

Predictive
retention, revenue
optimization,
continuous
improvement
culture

© 2025 VistaXM, Inc. ®
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5.3 Transitioning Between Levels

From Reactive — Operational

e Implement a standardized broker survey cadence (quarterly/semi-annual).
o Track and report baseline NPS/Advocacy metrics.
« Assign ownership for broker experience (distribution + CX shared accountability).

From Operational — Proactive

« Integrate experience data with financial metrics (retention %, premium).
e Segment brokers by sentiment and revenue contribution.
e Launch a broker-feedback portal with closed-loop issue resolution.

From Proactive — Predictive

o Deploy a platform such as BrokerPulse that automates data collection, sentiment
analysis, and ROl modeling.

o Use predictive analytics to identify at-risk brokers and quantify premium exposure.

o Institutionalize a “Broker Health Review” alongside monthly financial reviews.

5.4 The Cultural Shift

Moving up the maturity curve is not purely technical; it's a cultural shift.
High-maturity organizations share three traits:

1. Executive Ownership — Broker experience is championed at the C-suite level
(Distribution, CX, and Finance).

2. Cross-Functional Alignment - Service, underwriting, operations, and marketing share
responsibility for broker satisfaction.

3. Continuous Learning — Every closed-loop action feeds new insight into playbooks and
predictive models.

© 2025 VistaXM, Inc. ® wWww.vistaxm.com 18
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5.5 Outcomes of Predictive BXM

Carriers that reach predictive maturity consistently demonstrate:

Typical
Improvement

Broker Retention +2 - 4 pts

Issue Resolution Time -25-35%

Promoter Ratio +15 pts

Broker Churn Forecast > 80%

Accuracy

NPS Retention Correlation R=0.75
Key Takeaway

BXM maturity directly predicts financial maturity.

$20M — 40M preserved premium per $1B
book

Faster response = higher advocacy

Higher share of wallet & referrals

Reliable revenue predictions

Strong evidence for investment in
experience

The more precisely a carrier can measure and manage broker experience, the more consistently

it can forecast — and protect — its revenue.

© 2025 VistaXM, Inc. ®
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The 2026 Broker Experience Playbook

Seven actions to turn broker sentiment into revenue growth

6.1 Why Now

The data is clear: broker advocacy is the strongest untapped predictor of retention and growth.
But awareness without action changes nothing. The 2025 Broker Experience Playbook distills
lessons from early BXM adopters into seven focused initiatives that create impact within the
first 6—12 months — each designed to raise advocacy, lower churn, and deliver immediate
financial results.

6.2 The Seven Plays

Launch a Broker
Advocacy Program

Segment and Score
Your Broker
Network

Operationalize Ease
of Doing Business

Close the Loop in
Real Time

Integrate Experience
Data with Financials

Recognize and
Reward Promoters

Automate the
Insights Engine

Establish a recurring listening rhythm.
Collect structured feedback quarterly
across key moments (quoting,
onboarding, renewal, claims).

Classify brokers as Promoters, Passives,
or Detractors and weight by book value.

Identify friction points (portals, quoting,
service response) and assign owners to
fix them.

When a broker provides feedback,
respond within 5 days with status and
resolution plan.

Link advocacy scores to retention,
growth, and book size in Bl dashboards.

Build tiered programs that celebrate and
amplify top brokers (public recognition,
co-marketing, early access to products).

Use a BXM platform (e.g., BrokerPulse) to

automate collection, analysis, and action
tracking.

Achieve > 60% broker
response rate — first full
advocacy baseline.

“Top 100 brokers = 70% of
revenue; 23% detractors —
$55 M at risk.”

Reduce average issue-
resolution time from 72 —
36 hours — advocacy +6
pts.

“Closed-loop” follow-up in
5 days doubles promoter
conversion vs no follow-

up.

Broker Advocacy | 8 pts —
Retention 1 2.3 pts — +$27
M premium preserved.

Promoters generate 5x
referrals vs passives when
recognized publicly.

Real-time Broker Health
Dashboard enables weekly
reviews of brokers at risk.

© 2025 VistaXM, Inc. ®
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6.3 Embedding BXM Across the Organization

To sustain momentum, BXM must become a shared KPI across Distribution, Service, and
Operations.

Practical integration steps:

Add “Broker Advocacy Index” to monthly executive scorecards.

Include broker-experience goals in sales-leader incentive plans.

Share detractor feedback in cross-functional huddles.

Equip service reps with visibility into each broker’s sentiment before interactions.

Hown =

Quote block:

“We used to celebrate new broker signings.

Now we celebrate broker renewals — because that’s where the real growth lives.”
— Chief Distribution Officer, Regional Health Plan

6.4 How to Measure Success

N Target Improvement . . .

Weighted average
Promoter — Detractor + 10 points
score

Broker
Advocacy Index

= + 2 pts retention = +$20M
—$40M per $1B book

% of brokers rating 9—10 Higher cross-sell and

Promoter Ratio +15pts
on advocacy referral rates
% i -
Detraction Rate  ° of brokers with score ~ 10 pts Redupgq churn and re
0-6 acquisition cost
Response Time Avg bquer service —30% Bopsj in satisfaction and
resolution time efficiency
Closed-Loop % of feedback cases o Trust and transparency
- >90% .
Rate resolved with follow-up improvement

6.5 Playbook Outcomes: The Year-One Impact

Carriers executing at least five of the seven plays typically realize:

© 2025 VistaXM, Inc. ® wWww.vistaxm.com 22
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2-3 point lift in broker retention

$20M-S$40M in preserved premium per $1B book
15-point improvement in Promoter ratio

25-35% reduction in issue-resolution time
Significant decline in unplanned book movements

Key Takeaway

Action beats awareness.

The carriers winning in 2025 aren’t the ones with the most surveys — they’re the ones that turn
broker feedback into operational change and measurable growth.

BrokerPulse and BXM make that transformation repeatable, quantifiable, and scalable.

© 2025 VistaXM, Inc. ® wWww.vistaxm.com 23
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The Future of Broker Experience

From feedback to foresight — how BXM will redefine distribution by 2030

7.1 The Next Five Years: Experience Becomes Infrastructure

The broker ecosystem is entering an era where experience is infrastructure — as fundamental
to growth as product or pricing. By 2030, the carriers that win will be those that have turned
broker experience into a core operating system for their business.

Three irreversible shifts are already underway:

1. Digital-first engagement becomes the default.
Brokers expect real-time quoting, Al-driven recommendations, instant credentialing, and
one-click issue resolution. Manual processes will be seen as friction, not service.

2. Experience data integrates with financial data.
Advocacy and retention metrics will live inside the same dashboards as loss ratios and
revenue forecasts. CX, distribution, and finance will share a single view of “premium at
risk.”

3. Predictive insights replace backward-looking reports.
Machine learning will anticipate broker churn 3—6 months in advance, assigning risk
scores and triggering automated retention playbooks.

© 2025 VistaXM, Inc. ® wWww.vistaxm.com 25
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7.2 Al-Enabled BXM: From Listening to Anticipation

Artificial intelligence will fundamentally expand the reach of BXM.

. . Al models trained on sentiment, service history, Enables targeted
Predictive Retention . )
. and book movement forecast which brokers are outreach; reduces revenue
Modeling .
most likely to churn. leakage.

Automated reading of broker emails, chat

transcripts, and notes to extract experience 2y I i

without added headcount.

Natural-Language
Sentiment Analysis

signals.
Automated Action Smart workflows that launch tasks when risk Real-time intervention,
Triggers thresholds are met (e.g., advocacy drop > 10 pts).  faster recovery.
Prescriptive Al suggests the exact next steps to move a Streamlined coaching for
Analytics broker from a passive to a promoter role. account managers.

Example future state:
A carrier’'s BrokerPulse dashboard pings the VP of Distribution:

“12 high-value brokers show early signs of defection (combined $82 M premium at risk). Root
cause: quoting latency + incentive confusion. Recommend executive outreach + incentive
recalibration.”

That’s no longer a report — it's Al as a retention engine.

7.3 Expansion Beyond Insurance: Intermediary Experience

The principles behind BXM will rapidly extend beyond traditional insurance.

Industry Equivalent Role Why It Matters

. . . Advisors, independent Advisor sentiment drives assets retained and
Financial Services
reps cross-sell.
Technology & SaaS VARS, MSPs, resellers Partner loyalty = subscription renewal
Channels revenue.
Energy Brokerage Consultants, procurement Broker advocacy affects contract churn.

firms

Intermediary trust ensures patient/member

Healthcare Ecosystem TPAs, provider networks S
continuity.

© 2025 VistaXM, Inc. ® wWww.vistaxm.com 26
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Emerging Category:

Intermediary Experience Management (IXM) — the broader evolution of BXM that quantifies
loyalty across any third-party distribution or advisory channel.

BrokerPulse positions VistaXM to lead that expansion: the same platform, with rebranded
modules tailored to each industry, all powered by the same core analytics.

7.4 The Human Factor: Redefining the Broker Relationship

Technology won't replace relationships — it will enhance them.
As routine transactions become digital, human interactions will move up-market: deeper
collaboration, consultative value, and co-innovation.

The best carriers will use BXM data not just to fix problems, but to elevate partnerships:

e Invite top promoters into Broker Advisory Councils to co-design new products.
e Recognize broker success publicly to reinforce advocacy.
o Feed insights back into training and enablement programs.

“The future of distribution isn’t about controlling brokers — it's about empowering them to be
your loudest promoters.”
— Erik Vogel, Founder & CEO, VistaXM

7.5 Regulatory and Talent Implications

o Transparency and ethics: As data analytics deepen, regulators will emphasize fairness
and privacy in broker scoring — BXM leaders will need clear governance frameworks.

o Talent attraction: Younger brokers expect consumer-grade digital tools and
collaborative carrier relationships; BXM maturity will become a recruiting differentiator.

o Ecosystem accountability: Future compliance standards may require documented
broker-experience management as part of fair-dealing certifications.
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7.6 2025 — 2030 Roadmap: The BXM Evolution

Horizon

Listening & baseline

Establish 2025-2026 Advocacy tracking, feedback loops

measurement
Integrate 20262027 Tie experience data to Busmegs intelligence integration,
retention metrics executive dashboards

Anticipate churn, automate

Predict 2027-2028
outreach

Al analytics, workflow triggers

Optimize 2028-2030  Enterprise-wide IXM adoption Cross-industry platform expansion

Key Takeaway

The future of broker management is predictive, personalized, and proactive.
Broker Experience Management will evolve from a pilot program to a core strategic discipline —
one that defines how carriers grow, compete, and retain revenue in a channel-driven world
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Closing Summary | The Broker Experience
Imperative

Experience is now the currency of growth.

In an increasingly competitive, broker-driven economy, retention and growth are no longer
determined by who has the best product — but by who is easiest to do business with.

The findings from The State of Broker Experience 2025 are conclusive:
o Broker advocacy is the single strongest predictor of retention.
o Ease of doing business is the #1 driver of advocacy.
o A two-point improvement in retention equals $20-40 million in preserved premium per
$1 billion book.

And yet, fewer than one in five carriers today have a structured broker-listening program, let
alone a predictive broker experience model.

The winners in 2025 and beyond will be those who move fastest to close that gap — by
listening, learning, and acting with data-driven precision.

The New Standard: Broker Experience Management (BXM)

Broker Experience Management represents the evolution of channel and partner strategy —
from transactional to relational, from reactive to predictive.

Where Customer Experience (CX) measures buyer sentiment, and Partner Experience (PX)
measures reseller collaboration, BXM measures the intermediaries who drive both.

BXM transforms qualitative relationships into quantitative insight — turning broker sentiment
into a financial KPI, and broker loyalty into a strategic advantage.

“In an age of choice, loyalty must be earned daily — not assumed annually.”
— Erik Vogel, Founder & CEO, VistaXM
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About VistaXM & BrokerPulse

VistaXM: Defining the Next Era of Experience Management

VistaXM is a Customer Experience as a Service (CXaaS) provider that helps organizations
design, operate, and scale managed experience programs that drive measurable business
outcomes. From customer and partner insights to broker and advisor analytics, VistaXM
delivers end-to-end managed programs powered by world-class experience technology and
data science.

Our approach blends:

o Experience strategy — aligning insights with business KPIs
o Technology enablement — integrating Qualtrics, Al analytics, and CRM systems
o Managed operations — full-service survey design, execution, and reporting

VistaXM is trusted by leading B2B and channel-driven brands to turn feedback into financial
performance.

BrokerPulse: The First Platform for Broker Experience Management (BXM)

BrokerPulse is the industry’s first managed Broker Experience Management platform —
purpose-built to measure, monitor, and improve broker advocacy.

It helps carriers:

Listen continuously to broker sentiment across touchpoints

Classify brokers as Promoters, Passives, or Detractors

Identify root causes of friction and defection

Quantify financial impact in dollars of premium retained or lost

Automate response playbooks to move detractors to passives and passives to
promoters

With BrokerPulse, carriers finally gain a real-time view of broker health — and a measurable link
between experience and revenue.

BrokerPulse delivers what spreadsheets can’t: A system of action that protects your premium
before it walks out the door.
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Get Your 2025 Broker Experience Scorecard

Benchmark your broker relationships against the industry. VistaXM and BrokerPulse offer
complimentary access to the Broker Experience Scorecard, providing:

Advocacy and retention benchmarks for your segment
Promoter-to-detractor ratio comparisons

Estimated premium at risk

Maturity assessment and roadmap recommendations

Request your scorecard: https://www.vistaxm.com/broker-pulse

Final Word

Broker Experience is no longer optional — it's foundational.

In 2025, the most successful carriers will be those that treat brokers not just as distributors, but
as partners in growth — measured, managed, and empowered through Broker Experience
Management.

VistaXM'’s BrokerPulse is leading that transformation. Because when brokers thrive, so does
your business.
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