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• Staffing and Processes—
Examine the target agency’s staffing
structure and position descriptions,
the processes used to service
customers, and its automation system
and technological proficiency. 

When conducting due diligence,
the acquisition team should involve
their financial and customer service
people, who can conduct a
knowledgeable review of these issues.
In some situations, the team may
want to bring in outside professionals
for assistance. 

After completing this detailed
review and addressing any findings
in the definitive agreements, it is
time to close the transaction. It is
the days, weeks, and months after
closing that will determine the
success of the relationship.

Stewardship
In these times of extremely

competitive P-C pricing and economic
challenges, it is easy to forget about
life after the sale. To fulfill promises
made to the prospect—who is now a
client—the producer must quarterback
the stewardship process, delivering the
value-added services promised and
expected by the new client. 

In the case of an acquisition,
stewardship begins with the
integration process and the
fulfillment of promises made to the
target agency. In all areas—sales,
marketing, customer service, carrier
relationships, automation, human
resources, accounting and finance—
the successful integration of an
acquired agency depends on everyone
in both agencies working together in
a spirit of cooperation and shared
goals. Rather than allowing the
employees of the acquired agency to
feel like stepchildren, bring them into
the day-to-day functions of the
acquiring agency, integrating systems
and carriers as well. 

Can an agency acquire its way to
increased profitability and value? The
answer is “yes,” if the acquisition
strategy is complemented with a
high-performing operating model to
achieve the desired growth in profit
and value. If a prospect is pleased by
the quality of the relationship after a
sale, both the producer’s and agency’s
retention will improve. Likewise, an
acquisition that addresses the issues
identified in due diligence and focuses
on post-sale integration will become a
valuable asset. 

Summing up
As agencies plan for the future

and seize the opportunity to both

grow organically and accomplish
complementary acquisitions, they
must do so with forethought and
prudence. A producer who indiscrim -
inately chases prospects and quotes
every possible account expends both
his or her energy and that of the
agency’s marketing staff and
company underwriters. 

To ensure a steady flow of quality
new business, agency sales managers
must instill discipline in the
prospecting and quoting process.
Likewise, a tremendous amount of
time can be invested in an

acquisition, followed by a substantial
capital investment. Like sales
managers, an agency’s CEO, COO,
and CFO must develop a disciplined
process to identify and acquire
desirable target agencies, integrate
their operations, and maintain their
financial and reputational integrity. ■

The author
Wayne Walkotten is a senior vice
president at MarshBerry. He can be
reached at (616) 723-8372 or at
Wayne@MarshBerry.com.
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