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DRAFT 

FIO/FEMA NFIP Stakeholder Session – March 4, 2016 
 
Objective: To understand challenges and opportunities related to flood insurance distribution 
channels and the impact of these channels on the customer experience  
 

1. When marketing and/or selling flood insurance, what are some of the questions insurance 
agents and brokers hear from consumers?  What are consumers’ top priorities? 
 

2. What are the most common hurdles that consumers face in obtaining flood insurance 
(e.g., completing the application, providing the required paperwork, obtaining elevation 
data, etc.)? 
 

3. What are the strengths and weaknesses of the training provided to agents and brokers by 
the NFIP?  What improvements can be made to this training? 
 

4. What processes do WYO carriers use to respond to flood insurance questions from 
consumers, agents, and brokers?   
 

5. What advantages does the WYO program provide for consumers, agents, and brokers? 
 

6. How does the WYO compensation structure impact the effectiveness of distribution 
channels?   
 

7. What role do realtors play in providing information to consumers about flood insurance?  
 

8. How do state and local government officials encourage consumers to purchase flood 
insurance?  What methods have been most successful? 
 

9. How do state and local government officials obtain information about flood insurance to 
share with constituents?  How could this process be improved? 
 

10. What do state insurance regulators hear from consumers about the way consumers are 
marketed and educated about flood insurance? How can it be improved? 
 

11. What do consumer advocates hear from consumers about the way consumers are 
marketed and educated about flood insurance? How can it be improved? 
 

12. What are the connections between the marketing of flood insurance and issues that arise 
later in the consumer experience (e.g., claims disputes)? 
 

13. What recommendations do you have to improve the early stage customer experience and 
increase the number of consumers purchasing flood insurance?  
 

14. How would distribution channels for flood insurance change if more private insurers 
offered flood insurance products?  


