
What makes SMEs highly satisfied with their 
brokers and advisers
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Attitudes to brokers and advisers

54% of SMEs 
are highly 
satisfied with 
their current 
broker

Relationship types

Satisfied SMEs are prepared to pay more for higher quality, added value and services
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Partnership style relationships are highly satisfied

69%

Highly satisfied 
(8-10)

What broker tasks do satisfied 
SMEs consider important?
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Relationship length and 
customer satisfaction

2 in 3 SMEs who have worked 
with their broker for over 5 years 
are highly satisfied

71%
are prepared to 
pay a bit more 
for better service

66%
are prepared to pay 
a bit more for a better 
claims experience

64%
are prepared to 
pay a bit more to 
get better advice

“My broker presents me with 
some choices and we make 
the decision together”

“My broker presents me 
a recommendation and I 
usually choose that”

“My broker makes the 
decisions and I trust that 
they were right”

“Haven’t had much to do 
with my broker in the last 
few years”
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75% highly satisfied

60% highly satisfied

41% highly satisfied

19% highly satisfied

Assess the risk profile of my business and 
recommend the most appropriate insurance 

policies and coverage levels

Highly satisfied SMEs more likely to place importance 
on broker tasks requiring expertise and advice, rather 

than just cheap policies

Provide me with in-depth information and analysis 
on the options available to me

58% 41%

48% 34%

61% 55%

Highly satisfied

Not satisfied


