
HUG Webinar:

Renewal Reviews

December 14, 2022
12PM Central



H

U

G

Amelia Jach

HUG – Executive Director

amelia@hawksoftusergroup.org

(608) 449-9797 

Works from home in Colorado

Jennifer Thompson

HUG – Webinars & Special Projects Manager

jennifer@hawksoftusergroup.org

Works from home in Wisconsin

info@hawksoftusergroup.org

HawkSoft User Group (HUG)

Have questions... contact us!

mailto:plares@laresinsurance.com
mailto:amelia@hawksoftusergroup.org
mailto:jennifer@hawksoftusergroup.org
mailto:Info@hawksoftusergroup.org
mailto:plares@laresinsurance.com


http://hawksoftusergroup.org/

At the top, click Resources menu to see: 

• Mentor Program

• Knowledge Library

• CMS Templates

• Upcoming Webinars

• Recorded Webinars Archive

• Customer Advisory Boards

HUG Website

You’re already a member, don’t 
forget to enjoy the benefits!

http://hawksoftusergroup.org/


HUG Facebook Page

Over 2,100 members!

https://www.facebook.com/groups/Hawksoft/

https://www.facebook.com/groups/Hawksoft/


Housekeeping

▪ During the webinar, participants will be muted.  Please ask your 

questions using the Q & A feature, NOT the chat.

▪ If you are having difficulties hearing the speakers, consider 

calling in on the phone for the audio rather than listening via 

your computer.

▪ We are recording the webinar and you will be emailed a link to 

the recorded webinar within 24 hours.





INTRODUCTIONS

Taylor Wood
Customer Service Specialist & Trainer

EASTERN INSURING AGENCY

taylor.wood@easterninsuring.com

Insurance can be daunting, but it does 

not have to be.

LIVE LIFE. WE’VE GOT THIS.

www.easterninsuring.com



OUTLINE 

1. What is A Renewal Review

2. Why Do We Do A Renewal Review

3. What is the Process of a Renewal Review

4. What Do You Ask During a Renewal Review

5. Questions & Answers



WHAT IS A RENEWAL REVIEW?

A renewal review is going 
over all aspects of the 
policy with your named 
insured!



But WAIT! I Know What You Are Thinking…

▪ The customers are going to think I am annoying,
▪ The customers are just going to ask to be requoted,
▪ We are going to draw more attention to yourselves and 

make the customers shop,
▪ I just do not have anymore time in my day!



MY PASSION FOR RENEWALS

I had all of these thoughts. Until I 
was proven wrong and saw the value. 

Now I am here, teaching you about why I 
think they are one of the most important 
things I do through out the day!



-BUILDS RETENTION-



- OPPORTUNITY TO EDUCATE-



-OPPORTUNITY TO CROSS SELL & UPSELL-



-OPPORTUNITY 
TO UPDATE 
CHANGES-



-OPPORTUNITY TO CONNECT-



WHY ARE WE DOING A RENEWAL REVIEW?

▪ Retention
▪ Education
▪ Verify All Policy Information & Update Changes
▪ Upselling/Cross Selling
▪ Emotional Connection/Building Advisor 

Relationship with Insured



THE PROCESS



AUTO RENEWAL REVIEW

Focusing On the Importance Of Who Is 

In Your Vehicle & In Other Vehicles



HOME RENEWAL REVIEW

Focusing On the Importance Of What 

Your Home Offers You & Who Is In It



IT STARTS WITH THE DAILY DOWNLOAD

Show how to do download. 



Compare to previous



MOVES TO A SUSPENSE

Being prepared and utilizing Agency Minimum Standards are key to success! 

Example of Suspense Created In HawkSoft:

Show how to create a suspense. 



CONTINUES WITH THE PREP WORK

In the Insured’s Client Profile we enter all information in the same Log Note 

as the Renewal Suspense. This ensures that all CSR’s have information at there 

fingertips and opportunity is clearly outlined.

We Use:

▪ Rate Increase Alerts (HawkSoft Function- Customized to Our %)

▪ Defined Agency Standards (Hot Link to Document Resource)

▪ Just Incorporated DONNA (Artificial Intelligence) for Recommendations

▪ Log Templates (HawkSoft Function)

▪ PL Rater for updated Quoting When Needed (HawkSoft Bridge)

▪ Policy Weakness Letter Prep (HawkSoft Correspondence Templates)

▪ Policy Weakness Form (Working Document)



RATE INCREASE ALERT



HOT LINKS



LOG TEMPLATES



Log Templates continued 



BRIDGE TO PL RATER
1 2

3
4

5
6



CORRESPONDENCE TEMPLATE



WORKING DOCUMENTS

https://www.youtube.com/watch?v=NA-f1wTJv0w

https://www.youtube.com/watch?v=NA-f1wTJv0w


CONTINUES WITH THE PREP WORK

In the Insured’s Client Profile, we enter all information in the same Log Note

as the Renewal Suspense. This ensures that all CSR’s have information at there 

fingertips and opportunity is clearly outlined.



FORMS USED

We create form letters to document Policy Weaknesses, giving the insured an opportunity 

to accept or decline coverage. We do this to further educate the importance of our recommendations 

and comfort level of insured risk management versus cost. 

Insert Policy Weakness 

Email from Hawk Soft 

Correspondence & 

Insuredmine



FORMS USED- Home Owners Recommendations



FOLLOW UP ON THE 

PROCESS



HOW WE FOCUS ON RENEWAL 
& NOT BUSY WORK

This is where we use a tech stack 

that integrates with HawkSoft. Our

Tech Stack incorporates a 

Customer Relationship 

Management (CRM), 

Voice Mail Drop Delivery System, 

and Texting (out of HawkSoft).  



AUTOMATION

21 3

54 6

87 9



TEMPLATED EMAIL



VOICEMAIL DROP SERVICE



HAWKSOFT TEXTING



CALENDAR SCHEDULING SERVICE



4-8 DAYS OUT & NO RETURN COMMUNICATION?

SUSPENSE IS SET FOR 

AGENT TO START 

CALLING UNTIL THEY 

REACH INSURED



WHAT HAPPENS ON THE PHONE

Auto:
1. Reviewed coverage levels

2. Recommend standard 100/300 liability explain why- if they do not have this- have a quote done ahead of time.

3. Recommend Driver Defensive course-save them money!!

4. Any additional drivers in household- New drivers? -New Household members for some of our companies

5. Upsell the policy!- -Add rental –Add towing (quotes ahead of time works best)

6. Cross sell!

Home:
1. Coverage Review

2. Detailed Explanation of each coverage (A,B,C,D,L)

3. Ask questions- a. did you do any improvements to add value?, b. did you attach the garage to the home, 

c. did you get any new pets, d. any new outbuildings, e. any new house members, f. did you get married?

4. Upsell!!!! Offer new endorsements they may not have

5. Cross sell if applicable



WHAT HAPPENS AFTER THE PHONE CALL

1. Make any changes if applicable!

2. Even if they deny the upsell, send them an email follow up with coverage 

explanation. This way the full understand what you trying to sell them!



IT WORKS!



ONWARD & UPWARD

EMAIL:  taylor.wood@easterninsuring.com
PHONE: 1.800.698.1222 ext. 200

mailto:taylor.wood@easterninsuring.com


▪ Watch the recorded webinar that goes with this presentation:  

https://youtu.be/E6ZDTVFSEH0
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