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Background
The coronavirus (COVID-19) pandemic has had a 
tremendous effect on all businesses in the United 
States. As production on this report began, the 
Centers for Disease Control and Prevention (CDC) 
was reporting over 1.5 million cases of and nearly 
100,000 deaths from the coronavirus. 

Being at the forefront of health, safety, business 
continuity and compliance, insurance brokers  
(both Benefits and Commercial) found themselves 
shouldering an incredible workload—assisting 
businesses of all sizes through crises toward a 
semblance of normalization. This report gives 
insight into both broker and employer challenges, 
allowing for a comparison, which should allow for a 
more targeted agency approach. 

The data for this report was collected in May 2020. 
A pulse survey was first sent to brokers (Benefits 
and Commercial), and 140 brokerages returned  
the survey at a completion rate of 100%. The pre-
dominant agency type that returned the survey was 
full service, accounting for 60% of returned surveys. 
Soon thereafter, an employer-facing pulse survey 
was sent out, and over 200 employers completed 
the questions at a rate of 100%. The majority of the 
organizations that completed the employer survey 
had an employee count under 500 (on Jan. 1, 2020). 
The combined results of these two surveys account 
for the following insights. These surveys took, on 
average, three minutes to complete, and the entire 
data set can be found in the Appendix. 
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Our employer-facing pulse survey was designed  
to gauge how employers have been affected by the 
COVID-19 pandemic. We also asked brokers what 
they perceived to be their clients’ top challenges 
during this time. This section will cover the top 
employer challenges reported by employers  
themselves and their brokers. The full results of  
the survey can be viewed in the Appendix.  

Employer-reported Challenges 
Of the available choices for top challenges, 63% of 
employers reported that their top pandemic- 
related challenge was economic hardship1. The next 
tier of top challenges included managing HR- 
related challenges and dealing with new compliance 
requirements or changes2.

Broker-perceived Employer Challenges
Unsurprisingly, the overwhelming majority (84%)  
of brokers perceived economic hardship as the  
top employer challenge during the COVID-19 
pandemic3. The next tier of top challenges brokers 
perceived their clients to be facing included  
managing HR-related issues  and dealing with new 
compliance requirements and changes. 

Perception vs. Reality
In this case, the data shows that brokers are on the 
same page as employers as it relates to the top 
challenges faced during this pandemic. Knowing 
this, brokers can work to provide relevant resources 
to clients to help them mitigate the effects of these 
challenges. 

Employer Challenges 

1 Defined in the broker survey as “Economic challenges (e.g., loss of revenue, customers  
 and future opportunities).” Defined in the employer survey as “Economic hardship (e.g.,  
 loss of revenue, customers, future opportunity or securing emergency financing and/or  
 PPP Loans).” The broker responses also allowed for a specific PPP answer, but it was not  
 chosen in a significant manner. 

2 New compliance requirements or changes (e.g., FFCRA, CARES Act, FLSA, OSHA,  
FMCSA, and state or local orders)

3 Human Resources issues (e.g., human capital management, policy changes or  
remote work)

Employers’ Top 3
COVID-19 Challenges

Economic 
hardship

HR-related 
challenges

New compliance 
requirements 

or changes

1.

2.

3.

Broker Perceptions  
of Employers’ Top 3 

COVID-19 Challenges

Economic 
hardship

HR-related 
challenges

New compliance 
requirements 

or changes

1.

2.

3.
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Employer Concerns, Cont.
In addition to discovering the top overarching 
challenges employers are facing due to the  
pandemic, the employer-facing survey asked  
additional questions to find what day-to-day  
challenges they are facing as they relate to  
employee benefits, human resources and risk 
management areas of business. The top three 
challenges for each topic are highlighted to  
the right.

Of all the responses, the top-reported challenges 
are areas in which brokers can provide value-added 
services to help employers effectively manage their 
concerns. Employers are looking to their brokers 
during these challenging times, giving brokers the 
opportunity to act as trusted advisors and give 
employers the guidance and resources they need.

Employee Benefits

Risk Management

Human Resources

New legislation compliance 
obligations, including the 
Families First Coronavirus 

Response Act (FFCRA)

Ongoing costs

Communicating changes 
to employees

Employee health 
and safety

Business continuity/ 
emergency action planning

Managing customer 
 and clients

Managing remote work-related 
issues (e.g., technology,  

employee productivity and 
employee mental health)

Complying with new 
legislation, including the 

Families First Coronavirus 
Response Act (FFCRA)

Communicating changes to 
employees, and updating 
policies and procedures

1.

1.

1.

2.

2.

2.

3.

3.

3.
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Brokers were asked what their top three challenges 
were for doing business during the COVID-19 
pandemic and were also asked what would allow 
them to be successful. The overall theme in  
responses seems to be addressing challenging 
topics with clients, and the best measure of  
success is providing said guidance in a timely and 
efficient manner. Brokers are also looking beyond 
providing quality service to clients, but have  
identified difficulties in pipeline management. 

Broker Challenges and Solutions
What are your top three 

challenges for doing 
business during the 

COVID-19 pandemic? 

What are the top three 
things that will ensure your 
agency is successful during 

the COVID-19 pandemic 
(current outbreak and future outbreaks)?

Exceeded second 
selection 

by over 30%

Keeping up with and 
communicating ongoing 

compliance changes 
to clients

Providing your clients 
with insurance guidance 
on  complex COVID-19 

questions

Dealing with ongoing 
HR-related questions 

from clients

The ability to provide guidance 
and thought leadership  

in a timely and efficient manner

Assistance prospecting and 
ensuring sales pipeline 

without the ability to hold  
in-person events

Prevention of interruption to 
revenue and sales pipeline

1.

1.

2.

2.

3.

3.

All three 
challenges directly 
related to thought 

leadership
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The economic impact of the COVID-19 pandemic 
weighs heavily on both brokers and employers. 
Employers are concerned about their current loss in 
revenue and potential for more future hardship. 
Brokers are worried about their clients and how the 
pandemic will affect their agencies.

Looking to the Future
What are the top employer 

concerns heading into 
the second half of 2020 

and beyond?

What are the broker-
perceived employer 

challenges in responding to 
the COVID-19 pandemic?

Exceeded second 
selection 

by over 30%

Already sustained and/or 
future lost revenues due 

to the coronavirus

Surviving a prolonged or 
second shutdown due to 

the coronavirus

Human capital management 
(e.g., employee health 

and wellness, employee 
engagement and 

employee retention)

Loss of revenue related to 
the effects of COVID-19 

on your clients

Providing timely insurance 
guidance and advice 

to your clients

Challenging commercial 
insurance renewals 

for your clients

1.

1.

2.

2.

3.

3.
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Brokers and employers alike have concerns about 
current and ongoing economic hardship caused by 
the COVID-19 pandemic. These concerns coincide 
with an increased employer need for broker assis-
tance regarding HR-related issues, compliance 
changes, and insurance problems and inquiries. 
With that being said, brokers have largely identified 
providing timely guidance and thought leadership 
as a key component to properly serving clients 
through the pandemic. 

This survey was conducted as most employers had 
just started moving out of a state of crisis and 
looking forward to what a new normal might look 
like. However, loss of revenue due to shutdowns, 
hyper-fast change management and rapid-fire 
compliance updates still loomed fresh in the minds 
of many employers. This most likely had a significant 

effect on the responses by employers and, conse-
quently, brokers as they dealt with and serviced 
those clients. The concept of a nonlinear recovery—
in which businesses may reopen to only have to 
close again if a second peak occurs—looms within 
the data set, and the possibility of issues like  
remote open enrollment and/or challenging P&C 
renewals may be more prominent if future inquiries 
are made.

Clients will continue to look to their broker during 
these uncertain times for assistance and advice. 
Brokers should remain on top of compliance  
developments and responsive to their clients’ 
needs, leveraging available resources from the 
Broker Briefcase Coronavirus Resource Library 
for themselves and clients. 

Conclusion

Positive Feedback

76% of brokers are confident that they have the 
resources to meet current and future needs.

77% of employers have been either satisfied or 
somewhat satisfied with their brokers’ guidance 
and support regarding the coronavirus.
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Appendix

1. What best describes your agency?

2. What do you perceive as your clients’ top three challenges
related to COVID-19?

Employee Benefits

Property & Casualty

31%

9%

Economic challenges (e.g., loss of revenue, 
customers and future opportunities) 84%

HR-related challenges (e.g., policy changes,
remote work, and employee health and safety) 51%

Responding to new compliance requirements 
or changes (e.g., FFCRA, state and local  

updates, OSHA or ERISA)
46%

Maintaining operations 41%

Obtaining loans through the federal Paycheck 
Protection Program, other Small Business  

Administration mechanisms or private entities
24%

Employee health and safety 22%

Addressing COVID-19 risk management  
concerns 16%

Losses (insured and uninsured) 13%

Communicating updates and/or
organizational changes to employees 10%

Other (please specify) 1%

Broker COVID-19 Survey Results

Full Service60%
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3. What have been your agency’s top three challenges
for doing business during COVID-19?

4. What do you view as the top three things that will ensure
your agency is successful during COVID-19 (current outbreak
and future outbreaks)?

Keeping up with and communicating
ongoing compliance changes to clients

The ability to provide guidance and thought 
leadership in a timely and efficient manner

64%

51%

Providing your clients with insurance guidance 
on complex COVID-19 questions

Assistance prospecting and ensuring sales 
pipeline without the ability to hold in-person events

57%

19%

Dealing with ongoing HR-related 
questions from clients

Prevention of interruption to 
revenue and sales pipeline

47%

8%

Working remotely

Better resource management and a unified access 
point to agency, carrier and vendor content

33%

6%

Helping your clients manage 
employee health and safety issues

The ability to enroll employees remotely

24%

5%

Having enough time to meet client needs

The ability to help clients manage claims

15%

4%

Helping clients manage commercial 
insurance claims related to COVID-19

Better software/tools to help me communicate 
both internally and externally

14%

4%

Managing your own payroll 
and business concerns

Other (please specify)

14%

2%

Other (please specify)

The ability to provide loss control service

10%

1%

Providing loss control advice to your clients

Not having content or resources saved 
in a single place (e.g., spending too 
much time searching for materials)

9%

9%
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6. What do you perceive as your clients’ top three
challenges related to COVID-19?

7. What is your agency role?

Loss of revenue related to the
effects of COVID-19 on your clients 50%

Owner/C-Suite/Agency Management 28%

Providing timely insurance
guidance and advice to your clients 19%

Producer/Sales 21%

Challenging commercial insurance 
renewals for your clients 11%

Helping your clients respond 
to compliance concerns 8%

Agency Operations 9%

Managing open enrollment 
and renewals virtually 7%

Wellness Coordinator 1%

Helping clients manage claims 1%

Risk Management/Loss Control Specialist 6%

Providing loss control guidance to your clients 1%

Managing higher-than- 
normal health care renewals 1%

Other (please specify) 1%

5. Are you confident that the resources available to your
agency will help you meet your current and future needs?

Unsure

No

20%

4%

Yes76%

Account Manager/Service 31%

Marketing Manager 2%

10
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Appendix

1. As of Jan. 1, 2020, how many employees did
your organization employ?

2. What have been your organization’s biggest COVID-19
challenges? Select your top three.

Employer COVID-19
Survey Results

Less than 50

Economic hardship (e.g., loss of revenue,  
customers, future opportunity or securing  

emergency financing and/or PPP Loans)

44%

63%

50-99

Human resources issues (e.g., human capital 
management, policy changes or remote work)

24%

54%

100-499

New compliance requirements or  
changes (e.g., FFCRA, CARES Act, FLSA,  

OSHA, FMCSA, and state or local orders)

26%

31%

500-1,000

Risk management concerns

3%

7%

More than 1,000

Employee communications (e.g., health  
and safety, and business changes)

Losses related to COVID-19 
(insured and uninsured)

Other (please specify)

Increased health insurance 
costs and related issues

3%

2%

53%

33%

5%
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New legislation compliance obligations, including the 
Families First Coronavirus Response Act (FFCRA)

Managing remote work-related issues 
(e.g., technology, employee productivity 

and employee mental health)

49%

23%

Ongoing costs

Complying with new legislation, including the 
Families First Coronavirus Response Act (FFCRA)

22%

21%

Communicating changes to employees

Communicating changes to employees

15%

16%

Health plan administration due 
to furloughs and/or layoffs

Updating policies and procedures

7%

16%

Other (please specify)

Remaining compliant with applicable laws 
(e.g., ERISA, HIPAA, ACA and ADA)

4%

12%

Existing compliance obligations 
(e.g., ERISA, HIPAA, ACA and ADA)

Ensuring business continuity 
after furloughs and/or layoffs

2%

9%

Health plan changes

Other (please specify)

1%

3%

3. What has been your biggest employee benefits
challenge during the COVID-19 pandemic?

4. What has been your biggest HR challenge
during the COVID-19 pandemic?
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Employee health and safety 35%

Business continuity/emergency action planning 24%

Managing customers and clients 14%

Securing personal protective equipment 11%

Supply chain disruptions 5%

Managing workers’ compensation/ 
return to work programs 4%

IT/cyber security concerns

Facility operations

Other (please specify)

3%

3%

1%

5. What has been your greatest risk management
challenge during the COVID-19 pandemic?

Already sustained and/or future 
lost revenues due to COVID-19 41%

Employee health and safety 35%

Surviving a prolonged or second 
shutdown due to COVID-19 27%

Business continuity/emergency action planning 24%

Human capital management (e.g., 
employee health and wellness, employee 

engagement and employee retention)
18%

Health insurance costs in 2021 6%

Other (please specify) 4%

6. What issue concerns you most heading into
the second half of 2020 and beyond?

Very satisfied 35%

Somewhat satisfied 24%

Neutral 14%

Unsatisfied 11%

Very unsatisfied 5%

7. What has been your level of satisfaction with your insurance
broker’s guidance and support regarding COVID-19?
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