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The National Employee Benefits Advisory
Forum (NEBAF) conducted a special online
information exchange in February and March
2025 to understand its broker members’
opinions of and experiences with the
employee benefits industry, including their
interactions with employee benefits carriers.

The information in this report is based on an
online survey taken by 873 employee benefits
brokers and consultants.

For this study, we asked brokers to identify
those carriers with which they commonly
work, and then asked a series of questions
about one or more carriers that were
randomly selected among the list each broker
provided. We've aggregated these results and
have reported average scores for the purposes
of this summary.

This exchange contains similar topics and
questions to a previous special online
exchange conducted in Q1 of 2024 (also
completed by nearly 1,000 group employee
benefits brokers and consultants) and where
possible, results of the two studies are
compared.
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Executive Summary

This Briefing presents findings from brokers regarding their
interactions with, and satisfaction with, employee benefits carriers (as
outlined in the methodology section in the left sidebar).

Nearly all participating brokers have interacted with non-
medical benefits carriers, in each of the following ways, in the
past twelve months: evaluated quotes or proposals for non-
medical benefits, submitted an RFP, and/or placed non-
medical business with a carrier.

Participants were asked how satisfied they are with carriers in
different aspects of the broker-carrier relationship.

o The areas of highest satisfaction, on average, are: carrier
reputation, proposal clarity/relevance, sales team, ease of
doing business, and quality of product offerings.

o Brokers report being least satisfied with carriers in the
following: sales opportunities for brokers, benefits
supporting DEI programs, benefit education, ability to
meet changing benefits needs, and technology.

New this year, brokers were asked about their satisfaction with
experiences with carrier products. Half say they are "very
satisfied" with carriet(s) asked about.

Only about one in three brokers report being “very satisfied”
with carrier’s technology and digital capabilities; these results
are consistent with last year, and continue to show room for
improvement in this area.

When it comes to interactions with specific carrier(s), more
than half are "very satisfied;" this is on par with last yeat’s
results.

Over half of brokers say they are “very likely” to do more
business with carrier(s) asked about in the next year.

This report also shares findings on broker contact and
communication with employee benefits carriers (again, as described
in the methodology section, left sidebar).

Consistent with last year, about two in five participating
brokers report they have met with their main contact at
carrier(s) asked about within the past 6 months.

o Interestingly, one in five only meet with their main

carrier contact virtually.

Brokers most commonly say that it took the carrier about 3 to
7 business days to get back to them the last time they
requested a quote.
When we asked brokers to estimate how long it generally takes
these same carrier(s) to get back to them with regard to service
and issue resolution, within a week is the typical response.
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I Brokers & Benefits Carriers

We first asked brokers about their interactions with and satisfaction
with employee benefits carriers (as described in the Background &
Methodology section, left sidebar above).

We asked participants what types of interactions they have personally
had with non-medical insurance carriers in the last year.

Consistent with last year’s findings, the vast majority of
participating brokers indicate that they have had the following
interactions with non-medical carriers in the past 12 months:
evaluated quotations or proposals for non-medical benefits,
submitted an RFP, and/or placed non-medical business with a
carrier. Results are shown in the chart below.

Interactions with Non-Medical Catriers in

Past 12 Months
% Saying Yes
2025 2024
Eval_uated quotations or proposals fo_r non- 95 96%
medical benefits to an insurance catrier
Submitted a Request for Quo.tation or 94% 96%
Proposal to an insurance carrier
Placed any non—medica_l business with an 93% 95%
insurance benefits cartrier

We then asked participants how satisfied they are with various
carriers in certain aspects of the broker-carrier relationship. The top
five and the bottom five areas of satisfaction, in aggregate, are
included below.

Brokers report that they are most satisfied, on average, in the
following aspects of their broker-carrier relationship (top five, in
order of scores):

1. Carriet's reputation

Proposal clarity and relevance

Extent to which the carrier’s sales team is consultative
Ease of doing business on a day-to-day basis

Quality and breadth of product offerings

AR
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In Q4 2024, NEBAF conducted an online
information exchange exploring members’
experiences with and feedback around
sustainability. For this exchange, we defined
sustainability as addressing issues related to
climate/environment, diversity/equity/
inclusion (DEI), health/well-being, and
economic prosperity/community. This was a
repeat of a study conducted in Q4 2023.

Roughly 300 HR decision-makers and 300
employee benefits brokers and consultants
participated in the 2024 exchange.

Key findings included:

e Three in five employers report that
sustainability is currently at least
somewhat important to their
organization. Broker results are
largely consistent with employer
results; about three-fifths think that
sustainability is at least somewhat
important to their clients.

e Most participants, both employers
and brokers, indicate that a carrier’s
commitment and track record on
sustainability has not yet played a
role in their decision to choose a
carrier; employers who say it has
tend to be from larger organizations.

e Among the four aspects of
sustainability asked about, both
groups report that health/well-being
issues are most important, and by a
wide margin compared to other areas
asked about.

e Health/well-being is also the area
where most employers and brokers
(more than for other aspects) have
seen an increase in importance over
the last year.

The full report can be accessed at:

www.nebaf.org/library
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Carrier reputation continues to be the highest area of satisfaction —
consistent with last year.

Brokers indicate they have the lowest satisfaction, on average,
with the following areas this year (bottom five, in order of scores
lowest to highest):

1. Ability to find opportunities for brokers

2. Benefits programs supporting Diversity, Equity, and
Inclusion (DEI) goals

Usefulness of benefit education videos, webinars, etc.
Ability to meet changing needs

5. Use of technology

Bl

Several of these areas scored low in satisfaction last year as well. Use
of technology is new to the bottom five and may be reflective of
brokers’ growing expectations of carriers in this area.

In case you missed it, NEBAF conducted an information exchange
around sustainability, including issues related to DEI, in Q4 2024.
Results of that study showed an emphasis on health/well-being
issues, over DEI issues, among brokers. Despite this, it’s clear from
the results above that brokers would like to see carriers doing more
in this area. (See sidebar for more details on the sustainability study.)

New this year, we asked participants to rate how satisfied they are
with their experiences with carrier(s) products, based on their
responses to earlier survey questions (again, as mentioned in the
Background & Methodology).

Half of participating brokers say they are “very satisfied” with
carrier products. A full one in ten reports being dissatisfied in this
area, while two in five indicate they are moderately happy.

So, while carrier product offerings are among the top five areas of
broker satisfaction, there seems to be room for improvement when it
comes to actual experiences with products.

We asked participants how satisfied they are with the technology and
digital capabilities offered by carrier(s) (again, as mentioned in the
Background & Methodology).

Roughly one in three brokers, 34%, say they are “very satisfied”
with carrier technology and digital capabilities. Most others
report being moderately satisfied. These results are consistent with
last year’s findings.
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HealthEquity recently conducted a study
among roughly 800 benefits administration
leaders on the topic of Al in benefits
administration.

In this study, benefits leaders provided insight
into the current state of Al in benefits, and
shared their expectations on ways this
technology could transform employee
benefits. Highlights from the study include:

1. Only 31% of leaders feel that they
are even somewhat knowledgeable
about current Al products and
solutions for benefits administration.

2. Nearly three in four benefits leaders
say that they at least somewhat
agree that Al will have a positive
impact on benefits.

3. Benefits leaders who say they are
knowledgeable on Al are more likely
to indicate they would adopt it and
more likely to anticipate a positive
impact from using Al.

4. Study participants see the greatest
potential for Al to improve benefits
administration in the following:
recommending health plans to
employees, improving member
access to care, and optimizing plan
design.

5. Top concerns with Al are: data
security/privacy, accuracy/
reliability, and employee
experience.

The full report can be accessed at:

https://blog.healthequity.com/survey-
benefits-leaders-opportunities-concerns-with-
ai
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Technology and digital capabilities continue to be an area where
there’s room for improvement by carriers. With the introduction of
Al it will be interesting to see how and which carriers are able to
embrace this new technology. According to a recent study by
HealthEquity, benefits leaders are “cautiously optimistic”” about Al,
and most expect it to have a positive impact on benefits
administration. See left sidebar for more details.

We asked brokers how satisfied they are with the interactions they’ve
had with carrier(s) (again, as mentioned in the Background &
Methodology).

Slightly over half of participating brokers, 51%, are “very
satisfied” with interactions with carrier(s). More than two in five
report being moderately satisfied and very few (3%) are dissatisfied
with carriers in this area. Satisfaction ratings in this area have not
changed in the past year.

The next section of this report, Brokers & Communication, explores
broker-carrier interactions in more depth.

We also asked participants how likely they are to do more business
with certain carrier(s) in the next year (again, as mentioned in the
Background & Methodology).

More than half (53%) report they are “very likely” to do more
business with carrier(s) asked about. Fewer, 44%, are less sure
whether they will be doing more business with certain carrier(s) or
not, and only three percent anticipate not doing more business with
carrier(s) asked about. These results are closely consistent with last
year’s.

Brokers & Communication

Participants were asked about their contact and communication with
employee benefits carrier(s) (as described in the Background &
Methodology section).

First, we asked brokers when they last met with their main contact at
their carrier(s) (those asked about) in person.
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We are continuing to invite Human Resource
executives, Finance executives, Brokers, and
Consultants to join the National Employee
Benefits Advisory Forum (NEBAF). If you or
someone you know is interested in joining,

please visit www.NEBAF.org and click Join Us.

Or, email us at service@nebaf.org for more
information on how to join.
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Results have not changed significantly since last year. About two in
five brokers say that they have met with their main carrier
contact in the past 6 months. About ten percent last met their
main contact between 6 months to a year ago, and one in five say
they met in person with their main contact over a year ago.

Nearly one-fifth have transitioned to meeting with their main carrier
contact only virtually (by phone or video call), while nine percent say
they don’t have a main contact at the carrier(s) asked about.

We asked brokers to think about the last time they requested a quote
from carriers (those we had been asking them about), and to estimate
about how long it took for the carrier(s) to get back to them.

About one in three report that the carrier(s) got back to them in
one or two days. More than two in five, 44%, say it took the
carrier(s) 3 to 7 business days to get back to them. A surprising
number, 22%, indicate that it took the carrier(s) more than a week,
sometimes 3 or 4 weeks, to get back to them.

As with everything, there’s a balance between agility and quality. It
should be noted that we didn’t ask brokers about the quality of
quotes with quick turnaround times.

Lastly, we asked brokers to think about their day-to-day service
relationship with carrier(s) (those we had been asking about), and to
estimate generally how long it takes for carrier(s) to get back to them
with a resolution on service issues.

The vast majority of participants reports that carrier(s)
generally get back to them with a resolution to any service
issues within a week.

Fifteen percent say that carrier(s) usually get back to them in less
than a day.

These turnaround times seem to fall within acceptable business
norms, and appear to be good news for carriers.
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