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Industry
Knowledge Base

Q Get it out of your head

=4  Capture what you learn

[ Organize your knowledge

@) Answer client questions

2a% Train new team members

= Reuse what you already know

And you don’t have to build it alone

You can use external knowledge bases
(Like the one I'm building)

O It’s like being able to read Eric’s mind

The Problem

| can’t read 2
your mind.

| don’t know:

How you think

o What you prefer

@ How you make decisions

il Thats why the Agency Knowledge Base matters

This is the one you have to build
" Your processes v Your strategies v Your way of

doing things

O This is what makes your system work



Lack of Alignment

:i% Different people in the same agency
handle similar situations differently.

One account manager may recommend

& one carrier, while another recommends

something completely different.

- One person explains something one
way, and another explains it differently.

This creates inconsistency in
& recommendations, communication,
and the overall client experience.
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Recommends Recommends

Carrier A Carrier B

?

The result? Inconsistent answers.
Confused clients. Weaker outcomes.



Scattered
Knowledge

A lot of important
@ information exists, but
it is scattered.

\ Some of it is
= in emails.

Some of it is
in spreadsheets.

Some of it is saved on
someone’s computer.

u

® And a lot of it exists only
£ in people’s heads.

A

In emails
=== | e - D
In spreadsheets a : On someone’s
£y computer
@ ® “\

Hard to find.
Hard to share.
Easy to lose.

In people’s heads



What That Creates

Searching

Spending time looking for
information that exists.

Asking

Interrupting others to get
answers you could find.

&  Recreating
y Rebuilding or rewriting what

already exists.

This creates a situation where people are
constantly searching for information, asking
others for answers, or recreating what
already exists.
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Asking Recreating
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Interrupted Duplicate Lower

Wasted time %
workflows effort productivity



When Roles Change

KE-a+-gf

This becomes a If an account manager If accounts are reassigned,
major issue when leaves, their knowledge the next person has to
roles change. leaves with them. relearn everything.
A Knowledge walking out the door -
creates disruption, delays, and risk.




Impact on the Agency
This slows down the agency,
( %‘ increases the risk of mistakes,
and creates inconsistency.

? Similar situations may be
® O handled differently depending
& A on who is involved.

The agency does not
X speak with one voice.

The result: slower workflows, more mistakes,
frustrated clients, and missed opportunities.

Same situation.
Different answers.

- “Here’s how
| would
=2 handle it.”

Person A
Recommends X

“I think we “I'd
should do m approach
something D j it this

else.” g way.”
Person B Person C
Recommends Y Recommends Z

O 4| ® |

Slower
workflows

More Frustrated Missed
mistakes clients opportunities



No shared system. No shared process.
Just individuals doing it their own way.

Not a System

? a\s
At that point, the agency
is not really operating

as a system.

T =ha ‘
. . Person A Person B Person C Person D Person E
It IS Operatlng asa » Own process » Own process » Own process » Own process « Own process
. ' ‘ COlleCtiOn Of indiVidualS, » Own knowledge « Own knowledge « Own knowledge « Own knowledge « Own knowledge
‘ .‘ . . « Own decisions « Own decisions « Own decisions « Own decisions « Own decisions
each with their own

knowledge and approach.

& The result: Inconsistent results, duplicated effort,
mistakes, and a poor client experience.



Hidden Instability

Knowledge Different Manual Inconsistent
, in heads approaches handoffs outcomes
( )

& This creates hidden instability.

© Performance becomes dependent on
:.: specific people instead of a
shared process.

l to train new people, and harder to
l' 8 deliver a consistent experience
to clients.

The result: fragile operations & \\
(o [ (x [P

that are expensive, inconsistent,
and difficult to grow. Unpredictable More mistakes Hard to train Harder to scale
performance and rework new people and grow

\ It becomes harder to scale, harder




No Source of Truth

S
Without a shared knowledge
base, there is no single source

of truth for how the agency
operates.
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The Solution

To fix this, the agency
needs a centralized
system for capturing
and organizing how

it works.

0

Consistent
answers

Shared
knowledge

Better results
for clients



'&e Playbook

G

Q

This becomes the
agency'’s playbook.

It is not just a collection
of information.

It defines how the agency
thinks, how it makes
decisions, and how

it operates.

AGENCY PLAYBOOK

HOW WE THINK
Our principles, values,
and perspective.

the best path.

HOW WE OPERATE

Our processes, standards,
and ways of working.

HOW WE MAKE DECISIONS
‘—11 Our process for evaluating
options and choosing
o2

{ I I )
@ 0 il
Consistent Aligned Better Better client

decisions team performance experience



From Individuals to System

FROM SCATTERED TO STRUCTURED
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Knowledge is scattered Knowledge becomes structured,
across individuals. consistent, and accessible
to the entire team.



What Goes in the Playbook

Preferred carriers and why
Who we use and what makes them our preferred choice.

X

Preferred strategies and when to use them
Which strategies work best—and when to use each one.

Ak

Standard approaches to renewals
Our proven process for a successful renewal.

Ll

How to position options to clients
How we present choices and guide clients to the right decision.

v— Internal processes for quoting and service

o -
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Step-by-step processes to deliver accurate quotes and excellent service.

o This is where you define how the agency actually operates.



The Goal

@ The goal is not to
restrict people.

It is to create
. alignment.



Ee Benefit

e The benefit is consistency.
e Across team members.
e Across client interactions.

e Across decisions.

Across
team members.

Across
client interactions.

Across
decisions.



Impact on Hiring and Scale

&

Major impact on
hiring and scalability.
A strong system enables

the agency to grow with
confidence.

“0 NewHire | — ED

New employees do not
have to figure everything
out on their own.

Clear guidance reduces the
learning curve and ramp-up time.

Learn the
System —

Follow Established
@ @ Patterns

L]

They can learn from
the system and follow
established patterns.

Consistency improves, and
teams can scale.

_~u Scale with
=  al

Confidence



What That Means
() 4 (%)

Less training time Faster ramp-up Better performance

Spend less time learning. Start contributing sooner. Deliver consistent, high-quality results.

:’.“ Even less experienced team members can perform
a at a higher level because they are supported by the system.




Key Idea

A

The industry knowledge base The agency knowledge base
makes you knowledgeable. makes you consistent.



At this point, you have
structure and consistency.

she

You have structure
and consistency.

Your playbook is in place and
everyone is aligned.

But there is still something missing
when working with a specific client.

Every client is different. You need client-specific
insight to complete the picture.

000

Structure

O

Consistency



