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Five Strategies for
Creating a More Resilient Agency

n today’s fast-paced and ever-evolving

world of insurance, agencies must

not only adapt to change—they must

thrive in it. Whether dealing with
market shifts, technological disruptions, or
evolving customer expectations, building a
resilient agency is the key to navigating chal-
lenges successfully. Resilience isn’t just about
surviving challenges; it’s about thriving
through them. By fostering resilience in your
agency, you're setting the stage for long-term
success, growth, and stability. Here are five
tips to help you build a resilient insurance
agency that can weather any storm.

1. Cultivate a Growth Mindset Across
Your Team

Resilience starts with a shift in mindset.
More specifically, move away from a fixed
belief that skills,

mindset—the intellect

Doris Dunn, CPCU, CIC, ChFC

and talents are set and unchangeable—to
a growth mindset, where development and
curiosity thrive and create a culture that sces
challenges and setbacks as opportunities.
Growth mindset starts with a vision three- or
five- years out. The vision is big and bold and
completely possible with the right strategy.

When obstacles get in the way of the
strategy, those obstacles are seen as stepping
stones that create a way forward. As another
stone gets tossed or thrown harshly, avoid
anger and resentment. Instead, place the
stone gently on the ground and ask yourself,
“what can I'learn from this?”

Home Office changed underwriting rules
or stopped writing a certain product. What
can you learn from that news? Are there
other, better products or customers that fit
the new profile? What if your best employee
resigns? Did you have a succession plan in

place? If not, today is a great day to start
building one so the situation isn’t as devas-
tating next time.

Be sure that the entire team embodies a
growth mindset. Let them be curious, ask
questions, make mistakes, obtain new certifi-
cations. This positive, growth mindset envi-
ronment will thrive with resilience.

2. Lead with Clear Communication
and Empathy

Clear and transparent communication is
essential for building resilience within your
team. During times of change, it’s vital to not
only communicate what’s happening but also
why it’s happening and how it will affect your
team. Lead with empathy. Ensure that your
team feels heard, valued, and supported.

Clear communication is not just a one-
way street. Listening and understanding is
vitally important in any team dynamic. The
key to good listening is not just hearing the
words, but observing body language, tone
and words that aren’t said. Be curious dur-
ing conversations. Ask questions to be sure
you fully understand what the other person
is saying (or not saying).

Host regular team meetings to provide
updates and listen to concerns. If possible,
host one-on-one meetings with each team
member individually, throughout the year or
each month, where they can share concerns
and ideas without judgment. When team
members feel supported and informed, they
are more likely to stay engaged and moti-
vated, even in uncertain times.

3. Foster a Culture of Accountability
and Ownership

A resilient team is one that takes owner-
ship of their work and holds themselves
accountable for their actions. When team
members feel responsible for the success of
the agency, they are more likely to proactive-
ly seck solutions and contribute to the agen-
cy’s growth, even in the face of challenges.

Set clear expectations for every role with-
in your agency, and make sure your team
understands how their work contributes to
the bigger picture. Regular performance
check-ins and feedback sessions help keep
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everyone aligned and on track. Empower
your team to make decisions within their
roles, while holding them accountable for
the outcomes.

While it may seem counterintuitive, en-
courage failure. Failure, in a resilient team,
can lead to growth. Let team members try
new ideas to meet the goals you set at the
beginning of the year. Positive feedback will
result in learning from mistakes and creating
new opportunities for growth.

4. Build Strong Client Relationships
for Stability

A resilient agency is built on strong, trust-
based relationships with clients. In times of
market instability or industry disruptions,
clients who feel valued and connected to
your agency are more likely to stay loyal,
providing a steady stream of business.

Go beyond price and the transaction by
building relationships with clients based
on trust and personalized service. Regular
check-ins, personalized communication,
and proactive advice can help reinforce your
agency’s role as a trusted advisor.

Take notes on each client. Learn children’s
names, activities, and birthdays. Take an in-
terest in their pets and offer to connect with
neighbors to show that you’ll be there in a cri-
sis, even if the client is on vacation.

5. Invest in Leadership Development
for Sustainable Growth

Resilient agencies are led by resilient lead-
ers. Tip one encouraged a growth mindset,
which is one that embodies lifelong learning
through workshops, certifications, business
books, and podcasts. Set goals for learning
for yourself and for everyone on the team.
Offer leadership development opportuni-
ties for current and potential leaders. In-
clude training, coaching, and mentoring for
everyone. Lifelong learning will cultivate a
resilient team who can be ready for future
challenges.

By modeling adaptability and supporting
leadership growth, you help your team not
only navigate challenges but also turn them
into opportunities for innovation and growth.

Conclusion: Thriving Through
Change

In today’s ever-changing insurance land-
scape, resilience is the key to success. By culti-
vating a growth mindset, leading with empa-
thy, fostering accountability, building strong
client relationships, and investing in leader-
ship development, you can build an agency
that not only survives change but thrives
through it. Resilience isn’t just about endur-
ing challenges—it’s about growing stronger
and more capable with each one. Building

resilience is a continuous process. Start now
with small, actionable steps, and ensure that
your agency is always prepared for change,
with a mindset that embraces growth, inno-
vation, and client-{irst strategies.

Doris Dunn (doris@dunnwise.com) s president
& CEO of Dunnwise Consulting (dunnwise.
com), specializing in coaching, leadership develop-
ment, and training programs, including Continuing

Education (CE) courses for insurance profession-
als. Doris ts also the co-host of Leaderish: Leader-
ship Lessons Straight Up, a podcast that focuses on
leadership transformation. She publishes a weekly
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newsletter called Dunn Digest, offering valuable in-
sights on business growth, leadership, and personal
development.

With a rich background in Learning & Devel-
opment, Employee Engagement, Marketing &
Branding, and Community Relations, Doris has
worked in both the expanswe environment of a
multi-billion-dollar corporation and the innova-
twe challenges of a start-up, providing her with
a unique perspective on business growth and team
development. Doris holds several professional cre-
dentials, including CPCU, CIC, ChFC, DiSC,
CPBC, and DTM, reflecting her commitment to
excellence and continuous learning.
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