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With the many benefits we enjoy with being associated with a large agency, we also come across some challenging situations that may involve two sales representatives knowing the same customer /policyholder. As insurance professionals of Atlas Insurance Agency, it would be in the best interest of all parties (Customer/Policyholder, Independent Agent, C/L Account Executive, P/L Customer Service Center, and Financial Services / Life Account Executive) that we follow some standard operating procedures on how we are to handle these situations as consistently and fair as possible.
Although situations will vary, the following is the basic protocol when you come across a policyholder who is currently working with another Atlas sales representative herein also referred to as “producer”:
1. Support your fellow producer. Encourage the customer to continue to work with his or her current Atlas sales representative.
2. Notify the current producer.  Sometimes it might be a good idea to make the current Atlas producer aware that the insured is either shopping around or has concerns that may need to be addressed.
· You could call the incumbent producer directly to give him or her the “heads up”, or
· Go through management (Sharon Hodson) to pass on the information to the other producer.
3. What if the customer insists on a change of producer?
· If after you encouraged the customer to continue working with the current Atlas producer, the customer still wants to make a change in producer to service their business. You should then:
i. Contact management (Sharon Hodson) to evaluate the situation.
ii. Sharon will contact the current producer and review the situation.
iii. If necessary, a three-way discussion between the current producer, new producer, and management, will be held to find a solution.
iv. We (Atlas) would like to discourage two Atlas producers both approaching the customer and asking them to sign agent of record letters. We (Atlas) need to present ourselves to the public as one team.
v. If necessary, this will be presented to the Senior Management Team to make their recommendations.
· If a policyholder calls the office directly requesting for a change in sales representative, the call should be referred to their respective sales manager.
i. In the case of an independent agents business, the call should be transferred to Sharon Hodson. She will in-turn talk with both the policyholder and current agent to access the situation.
ii. If we are unable to reconcile the relationship, our first option will be to appoint another independent agent. The current agent will be consulted through this process.
4. What if the policyholder wants quotes from two Atlas producers?
· No. Atlas will not allow releasing two or more separate quotes to the same policyholder / same line of business.
· All Atlas Account Managers will be made aware of this rule.
5. What if the customer wants to split lines of business to different Atlas producers?
· This is not recommended, however, it would be allowed if mutually agreed upon.
· We currently have situations involving multiple agents writing different lines for the same customer. If the producers feel comfortable with that arrangement, please continue to do business as usual.
6. New Atlas Producer wants to quote another P&C line of business and/or Employee Benefits not currently written with Atlas. Other lines/coverage  with incumbent Atlas producer.
· See Rule #1 “Support your fellow producer”.
· A courtesy call should be given to the incumbent Atlas producers
i. The incumbent producer can then proceed to fill the coverage need of the policyholder. (ex. Write the umbrella, add Business Income Coverage, etc.)
ii. The incumbent producer may offer to do a “joint case” with the new agent. Especially if he is not familiar with the type of P&C and/or Employee Benefit coverage being sold.
iii. The incumbent producer can give up all rights to the line of business and allow the new agent to proceed to work with the policyholder.
7. What about two or more producers going after the same prospect?
· Once Atlas has knowledge that two independent  producers are competing for the same account, management should bring this to the attention of both producers and see if either would withdraw their application.
· If not, the first complete application submitted to Atlas will be considered the agent of record.

· Atlas would prefer that a producer not submit an overriding AOR to retain the account.  
· If an independent producer and account executive are going for the same business, Sharon Hodson and Bobbie Erickson will call a meeting with all appropriate parties to determine who will be the servicing producer.
The facts of each situation will need to be carefully reviewed to ensure fairness to all parties. Let us all keep in mind that our goal is to present Atlas Insurance Agency as professional organization, acting as one team, to service the insurance needs of the State of Hawaii.
Should you have any questions, concerns, or suggestions, please feel free to call or e-mail me at shodson@atlasinsurance.com ph: 533-8657
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