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Maintaining Adequate Rate 
A Word from ProAssurance Chief Marketing Officer, Jeff Bowlby

The healthcare professional liability industry has a cyclical nature, 
which we discuss in terms of a hard or soft market. Certain events 
have been identified as indicators of moving to a different place 
in that cycle. Currently, increases in claims severity and the 
associated social inflation indicate that the market is hardening.

In a recent study, the Medical Professional Liability Association  
using data from Milliman, has reported a significant rise in claims 
severity. In reviewing approximately 100,000 claims and fitting  
incurred losses to an exponential distribution by close year,  
the study revealed an unlimited severity trend of 3.5%—due  
to a recent rise in very large claims.1

“On a national basis, the MPL industry is seeing an uptick in severity, 
specifically jury verdicts,” notes 
ProAssurance Chief Claims Officer, 
Darryl Thomas. “In the last two to 
three years, the MPL industry has 
seen more verdicts in excess of $10 
million than in previous years. Juries 
appear more comfortable with higher 
awards. The term ‘social inflation’ 
has been used to explain such high 
awards. Although social inflation is 
a term still not well defined, juries 
appear to be getting mad, often 
awarding more than the plaintiffs 
are requesting at trial. Potentially, 
juries are also desensitized to large numbers based upon such 
catastrophic awards as the recent Monsanto $2 billion jury verdict 
and the escalation in the opioid verdicts and settlements.” 

As an insurer, it is ProAssurance’s responsibility to monitor 
trends in the industry and ensure we are taking adequate rate to 
manage what lies ahead. Prudent risk selection and responsible 
underwriting are an essential part of those operations.

It may be several years before a malpractice claim is brought against 
a healthcare liability insured following the inciting incident—and 
it can be several more years before a case is finally resolved. To be 
viable in defending those claims once they do arise, an insurance 
company must have a strong and consistent balance sheet. 
This cannot be achieved without adequate pricing up front.

1Industry data shows increase in large claims and uptick in severity, Tony Bloemer, Rachel Soich, and Tim Vosicky, Inside Medical Liability, 
2019 Third Quarter, page 40.

CONTINUED ON PAGE 2

“In the last two to three 
years, the MPL industry 
has seen more verdicts in 
excess of $10 million than 
in previous years. Juries 
appear more comfortable 
with higher awards.”
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As filings with state departments of insurance come due, we will start to 
see how other carriers are addressing the increase in claims severity. A.M. 
Best is already reporting a “less than optimal” operating environment 
for reinsurance companies, resulting in “persistent underwriting and 
pricing pressures from extremely competitive market conditions.”2

“Reinsurers for MPL are definitely 
increasing rates,” stated Rob Francis, 
Executive Vice President, Underwriting 
and Operations, ProAssurance. “Severity 
is increasing, and reinsurers are now 
talking about the ‘frequency of severity,’ 
meaning that they are seeing losses 
in excess of $10 million much more 
frequently than in years past. As such, 
ProAssurance has experienced rate 
increases in our reinsurance programs 
of 7 to 10%. We believe that this level 
of increase is at or below what many 
other carriers are experiencing.”

Going forward

As we move into the strongest part of the year for retention—the lead 
up to January 1 renewals—we must adequately prepare. ProAssurance’s 
underwriters will be reviewing accounts, particularly large accounts, 
long-term care, or private equity clients, with increased caution. 

Now, even more so than in recent years, we will rely on your superior sales 
skills to help us with these important sales discussions. ProAssurance 
has never been a low-dollar carrier. We 
have carefully curated relationships with 
agents and brokers we know we can rely 
on to sell the value of our product.

ProAssurance’s value proposition is 
Treated Fairly®. Our clients know, no 
matter the claims environment, that they 
can rely on ProAssurance. We maintain a 
balance sheet that is adequate for the risk 
assumed, and will provide top-of-the line 
defense of malpractice claims whenever 
possible. Our customers can expect an 
uncommon level of transparency so they know they have chosen a carrier 
with solid financial strength that will be there when they need us.

Some of these sales conversations will be particularly difficult. If you or 
your team are preparing for a challenging renewal discussion, our Sales 
and Underwriting staff can join you for your meeting. Contact your market 
manager and we will work with you to ensure you have support on hand. 
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2Reinsurance operating environment still “less than optimal” — A.M. Best, Steve Evans, Artemis, August 27, 2019 https://www.artemis.
bm/news/reinsurance-operating-environment-still-less-than-optimal-a-m-best/

CONTINUED FROM PAGE 1
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What Does a 
Hard Market 
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Underwriters 
are much 

more 
selective

“Now, even more so than 
in recent years, we will 
rely on your superior 
sales skills to help us 
with these important 
sales discussions.”

http://ProAssurance.com
http://ProAssurance.com
https://www.artemis.bm/news/reinsurance-operating-environment-still-less-than-optimal-a-m-best/
https://www.artemis.bm/news/reinsurance-operating-environment-still-less-than-optimal-a-m-best/


ProAssurance.com

SEPTEMBER 2019  |  BUSINESS RETENTIONMonthly Insights for ProAssurance Agents

Return to Table of Contents

Rates are Going Up … What’s Your Plan 
to Retain Your Business?
By Frank Pennachio, Partner/Co-Founder, Oceanus Partners, a ReSource Pro Company

Insurance rates are going up, so insurance agents with less than 17 years in 
the business are beginning to experience their first “firming market.” The 
Property and Casualty market has been “soft” since about 2003. Even though 
experts are not yet claiming we’re in a “hard market,” agents are likely to 
experience some heartburn with their upcoming renewals as rates increase.

It’s been a long time since the last increasing rate market, so it would 
be no surprise to find agents have lost their muscle memory on 
best agency practices in this type of market cycle. Let’s review a few 
things agents can do to help retain their business, maintain strong 
carrier relationships, and keep their cost of sales under control.

The first step is to get out early, at least six months before renewal, and 
engage clients in conversations about market cycle history and recent 
changes in the marketplace. Many agents avoid informing their clients 
early due to the irrational fear that they will invite additional competition. 
Agents can be certain their clients are going to hear about the insurance 
rate environment. Better to hear it from you, instead of a competitor.

In addition, by taking the lead, agents can discuss and gain agreements 
from their clients on the best strategy to move forward. Clients are 
frequently unaware of the inherent risks that arise from plastering 
the insurance marketplace with applications from multiple agents. 
Understandably, clients may feel compelled to shop the market 
when they hear about rate increases, but agents have a responsibility 
to lead them through an effective long-term strategy.  

Even though price matters, agents must avoid falling into the trap 
where price is the ONLY thing that matters. More times than not, 
it is better to keep clients with their current carrier, than to move 
them.  Moving a client from one carrier to another is not only 
more costly and time consuming to the agency, but if the job is 
not done right, the client may be exposed to greater risks.

For example, let’s assume an agent is worried about a rate increase on an 
upcoming professional liability policy. Due to the complexity of professional 
liability risks and coverage, agents should read every word of every form from 
each carrier. No two policies are alike, and one word or clause will determine 
whether a claim will be paid. Changing professional liability carriers based 
primarily on a pricing spreadsheet is, at best, risky for all stakeholders. At 
worst, it can be considered amateurish and lead to inferior coverage.

Yes, rates are going up. Searching for the absolute lowest price in the 
marketplace is likely a fool’s errand. Better to bring a more honest, 
comprehensive strategy to the table. No physician’s practice ever went  
out of business for a 10 to 15% premium increase. But they have for 
uncovered claims. 
Note: Content in guest articles represents the views and opinions of the authors and does 
not necessarily reflect the official policy or position of ProAssurance.

PAGE 3 OF 10

Frank Pennachio has more 
than 30 years of experience in 
the insurance industry as an 
agency owner and producer. 
Today, he is a full-time trainer 
and consultant to independent 
insurance agents, insurance 
carriers, agent associations,  
and technology companies  
with “agent as customer.” He 
can be reached at Frank@
OceanusPartners.com. 
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Company differentiators, 
product differentiators, support 
differentiators, price 
differentiators—these are just 

some of the factors your clients consider. However, first 
and foremost, the most important and compelling 
differentiator is you.

You can make an overwhelmingly positive impression …  

or not. The coin has two sides: positive and negative. But, 
unlike a coin toss, you don’t want to be anywhere close to a 
50-50 proposition.

People do business with people they like. They also do business 
with people they respect. It would be great to command both 
assets; however, if forced to choose, the Old School prefers to win 
respect. It’s an interesting turn of the phrase: “I like him, but …” 
versus “I respect her, and …” While the “but” can sound a bit 
dismissive, the “and” connotes the possibility of a continuing dialogue 
or relationship.

The Old School was reared on the philosophy of relationship selling. 
Relationships must be developed over time, but there is simply not 
enough time to spare in today’s world. Your prospects are short on 
time. If you are unable to offer value and information they can’t find 
themselves (on the internet or elsewhere), you will be dismissed as a 
waste of their time.

Medical professional liability insurance has a long selling cycle …  

in many instances, years. When an incumbent competitor is well 
entrenched, you must be memorable. Your professionalism and 
bearing must stand out so your prospect thinks: “I wish I could find 
a way to do business with him or her.” Incumbents (you included) eventually have 
difficulties that cause their prospects to seriously explore the market. When that turn 
of the wheel comes around, you’ll want that important prospect to clearly remember 
and ask for you. The differentiating aspect of “you” will ensure an appointment on 
more favorable terms.

So, what key characteristics do you need to be memorable? At minimum, they include:
• A willingness to creatively listen
• An interest in a shared dialogue
• The ability to uncover real problems
• The ability to offer valuable solutions and alternative approaches
• An impeccable professional appearance
• A confident manner

Be memorable. Be different. Remember … the first thing the prospect buys is 
you. With the absence of that strong buying criterion, no other differentiating 
factor matters.

We are at the precipice of slowly rising premiums.  
We have all seen it from carrier to carrier, market  
to market, and account to account. During a  
decade of falling premiums the selling was pretty 
easy, but the market is starting to rumble a bit  
and difficult conversations are going to be had. 
This presents both opportunities and challenges 
for everyone involved.

How have you cultivated your relationship with your client during 
this long soft cycle in the market? Trust and integrity are the 
backbone of any relationship. How you built that trust during the 
good times, will most likely impact difficult conversations during 
the bad. When the market starts to harden, what strategies will 
help you keep your clients? 

Think about accounts you have had for years and ask yourself, 
what makes them stay with you? Is it because you ensure they 
have the proper coverage? Because you are fully in tune with 
their business as a whole? Because you are available when 
needed, because you are invested in their success? Because 
you sell the lowest price guaranteed? Or, because you are  

a friend? How do you sell yourself and 
your business? How do you provide 
value? Your client is buying you, 
therefore dig into their business and 
find the areas where you can provide 
value. Keeping uncovering unknowns  
as their business model and strategies 
evolve in this ever-complex market.

Healthcare has been rapidly consolidating 
for a handful of years at this point. 
Although we all prefer to be the acquirer, 

how have you put yourself in a winning 
situation if your client gets acquired? 
Another hot topic is succession planning;  
do you know all the clients that comprise 
your insured group or just the current  
key players? At your client’s next staff 
meeting, I would challenge you to 
attend and shake the hands of the 
individuals you don’t know. No one 
knows the future, and there could  
be a future leader in that very room 
with you that could make or break 
your future fate. 

The Old School got it right 
when he said “be memorable, 
be different.” The impressions 
we make today can last  
a lifetime. 

They Buy You
New SchoolOld School

Encore printing from David 
Goss, Former ProAssurance  
Regional Sales & Marketing  
Vice President

by Steve Austin, Market Manager
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Measuring the Gold of ProAssurance’s 
Customer Retention
By Stella Troup, Director, Underwriting, HCPL

An old scouting song advises, “Make new friends, but keep the old; one is 
silver, and the other’s gold.” ProAssurance could apply the same sentiment to its 
policyholders and insureds—new accounts add value, but “retention feeds the 
bottom line.”1 Retention, in this context, refers to insureds who, at the end of 
their policy period, choose to renew their insurance coverage with ProAssurance.  

ProAssurance has options for measuring its retention of insureds and their 
related premium. One approach would count “the number of [policyholders] 
remaining at the end of the period without counting the number of new 
[policyholders] acquired.”2 An alternative might compare each policy in the 
current and prior periods; those still active would be the “retained” policies. 
However, these methods do not best fit ProAssurance’s group policies 
with their varying counts and premiums, frequent rewrites to new policy 
numbers, and the movement of insureds from one practice to another.

Instead, ProAssurance measures count retention, the retention of each 
individual, corporation, and name schedule—not just policyholders or policy 
numbers. Count retention is the percentage of renewing insureds to expiring 
insureds. Using the first quarter 2019 as an example, the report pulls all policies 
with a term effective date in the range 01/01-03/31/2018, then searches for a 
renewal in 2019 for each insured. Renewing insureds must have no gap in their 
coverage, but that coverage can be on a different policy number, in a different 
state, through a different producer, or even within a different group’s practice.

Similarly, we measure premium retention, the percentage of the sum 
of all renewing insureds’ expiring premium to the sum of expiring 
premium of all the period’s insureds. Generally, to compare “apples 
to apples,” the premium of any insured representing less than 12 
months’ coverage is adjusted to the equivalent of a full term.   

With the count retention and premium retention formulas in place, we further 
tailor retention reporting for other categories. For example, we segregate 
primary, or first layer, coverage from excess to provide a better overall measure. 
Additionally, we calculate retention separately for new business policies that 
are renewing for the first time. There also are reports for subgroups such 
as Certitude® and Ob-Gyn Risk Alliance® Risk Purchasing Group, as well 
as reports for retention by producing agents. The information from these 
more refined reports helps guide management of these books of business.  

Studies suggest that resources needed to retain a customer cost a fifth of 
those needed to acquire a new one and that returning customers are more 
likely to repurchase, refer others, and try new products.3 Less expense and 
a greater marketing return make retention a “golden” opportunity. 
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1Aaron Orendorff, “Measuring Customer Retention: Five Magical Metrics to Demystify ROI,” PostFunnel, July 31, 2017 
https://postfunnel.com/measuring-customer-retention/

2Rob Carpenter, “How to Calculate Customer Retention,” Evergage Blog, June 15, 2014 https://www.evergage.com/
blog/how-calculate-customer-retention/

3Taylor Landis, “Customer Retention Marketing vs. Customer Acquisition Marketing,” Outbound Engine, February 28, 
2019 https://www.outboundengine.com/blog/customer-retention-marketing-vs-customer-acquisition-marketing/

Count Retention 
“The retention of each individual, 
corporation, and name schedule—not 
just policyholders or policy numbers”

Premium Retention 
“The percentage of the sum of all 
renewing insureds’ expiring premium 
to the sum of expiring premium of all 
the period’s insureds”

Retention
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THE HOMEPAGE 
Download Your Clients' Completed 
Renewal Applications in the Portal
By Steve Dapkus, Vice President, Marketing

While you’ve been able to access your clients’ policy documents, certificates of 
insurance, and invoices for a long time, it’s only been one year since completed renewal 
applications were added to the secure services portal (SSP).
At the rollout, in late August of 2018, we had just begun a new business process within 
our imaging system that made completed renewal apps visible online. Because that 
business process went into effect August 1, only renewal apps scanned on or after that 
date were downloadable online … as a result, this was a service that would become 
more useful to our agents over time.
One year later, the data is ready for you to review. Looking at the metrics, the service 
averages about one agent download per business day. A small handful of you know 
about it and find it useful; the rest either don’t know it’s there or tried it once to 
discover no renewal apps were available yet, and didn’t come back.
This month’s Homepage is an invitation for you to give it another look. Here’s the least 
you need to know: 
What is it? A screen inside the ProAssurance.com SSP where you can view/download/
print PDF copies of the completed renewal applications sent in by your clients (or sent 
in by you on behalf of your clients). 
What is it not? This is not a place to get blank renewal applications (those are on the 
public website) and it’s not a place to get partially prefilled renewal apps (contact your 
policy specialist).  Neither is it (yet) an online process for your clients to complete the 
renewal applications—you (and they) want it; we want it too. That functionality is on 
our technology roadmap; it relies on completion of a policy administration system 
project which is underway. 
What you can get: Completed applications received by us on or after August 1, 2018 
are automatically posted to the SSP. 
For best results: Please consistently use the RenewalApps@ProAssurance.com  
email address when sending in renewal applications. 
How to get there: Follow these steps … 
1. Sign in to the SSP. 
2. Under the Policy Services menu item, select “Completed Renewal Applications.” 
3. Use the left column’s sort/filter box to find the policy you’d like. 
4. Selecting a policy will load the main section with renewal application documents, 

including any renewal documents received since August 1, 2018. 
5. The documents are loaded in drawers organized by the date we received them. 

Open the drawer(s) to see the applications inside. 
6. Check the box next to the renewal application(s) you’d like to download. 
7. Select the “Create PDF” button. 

To keep a best-in-class book of business and the financial strength to meet our future 
claims obligations, being knowledgeable about changes in our insureds’ practices is 
important. Providing access to completed renewal applications gives you and your 
clients an opportunity to review the information provided to us in the past and update 
us with any changes to your clients’ practice.  We appreciate your participation in our 
renewal applications process, and we sincerely hope this new online service helps make 
it easier for you to do business with us—and for us together to retain more business. 
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Are you going to 
the ASHRM 2019 
Annual Conference 
in Baltimore? 
Join us October 14 at 
Leinenkugel’s Beer 
Garden from 6:45 p.m. - 
9:30 p.m. Hors d’oeuvres 
and drinks will be 
provided, along with your 
chance to win prizes. RSVP 
at ProAssurance.com/
ASHRMParty.

ProAssurance.com

Steve Dapkus
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Our new sales brochure and email-ready flyer highlights the 
services insureds can access to help minimize losses and increase 
defensibility against medical malpractice allegations. 

How to get what you need

Printed brochures

The new Risk Resources for  
Healthcare Professionals brochure is 
designed to work within our new sales 
kit folder, making it easy for insureds to 
see the scope and scale of what we offer.

Email AskMarketing@ProAssurance.com 
to request printed copies.

Email-ready flyer

Download a PDF of the Risk Resource 
Services flyer from the secure services 
portal for email sharing or request 
printed copies by emailing 
AskMarketing@ProAssurance.com.

Return to Table of Contents

Cover of new printed brochure. 

Printed brochure folded open.

Patient Safety & 
Risk Consultation
Your physicians, administrators, and 
healthcare staff can rely on ProAssurance’s 
dedicated team of risk management 
professionals for help navigating  
medical liability trends and improving 
patient safety practices. 

• Risk advisors are prepared to handle 
your risk and safety questions ranging 
from simple concerns to complex issues. 
Whether you are adding new services  
or changing procedures, we can help  
your team identify and address  
potential problems.  
Call 844.223.9648 or email 
RiskAdvisor@ProAssurance.com

• On-site risk assessments can help your 
organization evaluate its processes and 
develop safer operational procedures. 
Using evidence-based risk assessment 
tools, an advisor meets with your 
healthcare leaders to review areas of 
known risk. The advisor follows up with 
a detailed analysis, including patient 
safety and quality improvement strategies. 
Collaborative risk management training 
sessions can be added to future visits.  
ProAssurance.com/AssessRisk 

Loss Prevention 
Seminars
Each year ProAssurance risk 
advisors work with attorneys, 
physicians, and healthcare leaders 
to create seminars that specifically 
address emerging healthcare risks. 
These engaging programs offer your 
team practical tactics for enhancing 
patient safety and avoiding pitfalls. 
Seminar completion may qualify 
participants for CME credits and 
potential premium discounts  
where applicable. 

• Live loss prevention seminars  
help physicians and practice 
administrators identify and 
control trending risks. Your 
providers can benefit from these 
lively discussions with peers 
and presenters. Choose from 
convenient seminar locations.   
ProAssurance.com/LiveSeminars

• Online seminars are available 
on-demand via the ProAssurance 
Secure Services Portal. New 
topics are in continuous 
production. ProAssurance.com/
OnlineSeminars

Online Resources  
& Publications
ProAssurance insureds receive innovative, 
easy-to-share videos, tools, and risk 
management news targeted to their 
specialty and region. 

• Two Minutes: What’s the Risk? videos  
on our Risk Resource YouTube channel 
present healthcare industry professionals 
discussing common medical risk issues.

 ProAssurance.com/WhatstheRisk

• Risk management tools include  
easy-to-use sample letters, forms, 
guidelines, and checklists. 
ProAssurance.com/SampleForms

• Newsletters and web resources  
provide timely updates on current  
risk management challenges.

 ProAssurance.com/Newsletters

ProAssurance.com/ManagingRisk

Minimize Risk Exposure 
and Improve Defensibility

ProAssurance         RISK RESOURCES FOR HEALTHCARE PROFESSIONALS 

Contact ProAssurance  
Risk Resource Services 
ProAssurance risk advisors are available  
Monday-Friday, 8 a.m. to 5 p.m., ET/CT 
Phone 844.223.9648 
Email RiskAdvisor@ProAssurance.com
Risk Resource services (with the exception of a registration fee for live seminars)  
are available to insureds at no additional cost.

Download the new Risk Resource Services flyer.

Jump online to explore our easy to share risk resource services.

With large ($10 million-plus) HCPL jury verdicts on the rise, your clients’ careful risk 
management becomes increasingly important. You can demonstrate value by encouraging them 
to make full use of the comprehensive risk resources available to them through ProAssurance.

Thank you for making our risk management services part of your retention, renewal, and sales discussions. 

mailto:AskMarketing@ProAssurance.com
mailto:AskMarketing@ProAssurance.com
http://ProAssurance.com/AccessRisk
http://ProAssurance.com/OnlineSeminars
http://ProAssurance.com/LiveSeminars
http://ProAssurance.com/WhatstheRisk
http://ProAssurance.com/SampleForms
http://ProAssurance.com/Newsletters
https://secure.proassurance.com/globalassets/risk-resource/proassurance-risk-resource-services-flyer.pdf
https://secure.proassurance.com/globalassets/risk-resource/proassurance-risk-resource-services-flyer.pdf


ProAssurance.com

SEPTEMBER 2019  |  BUSINESS RETENTIONMonthly Insights for ProAssurance Agents

Return to Table of Contents

CONVERSATION STARTERS 
Patient Retention and Dismissal
While from a different angle, retention is also a serious topic of consideration for 
your physician clients. Small practices often face competition which can lead to 
patient conversions, causing a practice to become unprofitable. It is nine times 
more expensive to acquire new patients than to retain those already engaged with 
a medical practice1—significantly adding to the incentive to keep patients 
engaged in the practice. 

Patient engagement is key to maintaining a dedicated patient base. Everything 
from the design of the waiting room, marketing, and wait times can impact 
whether or not a patient stays engaged with their medical care. 

While it is the patient’s responsibility to show up for appointments, it can be 
considered the medical practice’s responsibility to work with them. For example, 
finding the right way to communicate with patients will have a significant impact 
on appointment attendance. A quality patient appointment reminder system can 
increase patient confirmations by 156%.2

However, there are circumstances in which a physician may dismiss a patient 
rather than retain them at all costs to the practice. Doctors may dismiss patients 
who are:

• Noncompliant

• Rude or abusive

• Missing appointments

• Not paying medical bills

• Insured by a plan the physician no longer accepts

In addition, physicians who are closing their practice must also formally notify 
their patients. 

Patient dismissal may not be possible, or must be delayed, during an acute phase 
of treatment, when there are no other adequate sources of medical care, or the 
patient is a member of a prepaid health plan.3 

Because this is a sensitive topic, ProAssurance’s Risk Resource department works 
with physicians in navigating patient dismissal. Several tools, including a video on 
terminating the physician patient relationship and sample patient notification or 
withdrawal from care letters, are available at ProAssurance.com/ManagingRisk. 

Ward’s 50 Video Updated for 13th Win
On July 16 ProAssurance was named to the prestigious Ward’s 50® list  
of top property and casualty insurers for 2019. This is the 13th year the  
Company has received this distinction. With nearly 3,000 companies  
examined for safety, consistency, and performance, ProAssurance’s  
ongoing selection is a significant honor.

Our video outlining what it means to be included on this list has 
been updated to reflect ProAssurance’s 2019 placement. This tool 
makes it easy to share this information with prospects and clients, 
so please consider referencing it in your sales conversations. 
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1“Nosey docs; unfair appeal backlog; fat isn’t 
fit,” Physicians Practice, March 9, 2014 https://
www.physicianspractice.com/patient-relations/
nosey-docs-unfair-appeal-backlog-fat-isnt-fit

2“Three is a magic number: Frequency 
and timing of an optimal appointment 
management strategy,” SolutionReach, 
January 7, 2019 https://www.solutionreach.
com/guide/three-is-magic-number

3Liz Meszaros, “Should you fire your patient?” 
MDLinx, April 11, 2019 https://www.
mdlinx.com/internal-medicine/article/3623
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Supporting Your Customer Retention 
Efforts with Quarterly Mailings
ProAssurance continues to send mailings to MPL insureds the quarter before 
their renewal date, and you receive an agent bulletin describing each mailing 
in case your clients have questions. If you would like to follow up with your 
clients who respond to these mailings, AskMarketing@ProAssurance.com will 
send you a list on request. (We can also send you samples of the promotional 
items—just ask. You can view samples of the current mailings in the Agent 
section of the SSP under “Agent bulletins” or “Insured communications.”) 
2019 results

As in previous years, the retention campaign includes two mailings to an 
insured about two weeks apart. Historically, the “A” mailing offers insureds  
a free book on a topic of interest to physicians and the “B” mailing offers an 
item more closely tied to a ProAssurance product or service. Thirteen percent 
of insureds are requesting this year’s “A” book, Stop Physician Burnout by Dike 
Drummond, MD. 
This year’s “B” mailing offers an RFID-blocking card sleeve or wallet and 
ProSecure® information. This mailing is getting half as many responses as  
the book, possibly because the envelope isn’t thick enough to get noticed  
and opened.  
More to come

This year we graduated from tracking responses by spreadsheet to using 
our Customer Relationship Management (CRM) system. As a result, we 
are comparing insureds who respond to our mailings against those who 
actually renew to see if there is any correlation. 
In the meantime, we have selected a book for the 2020 mailing,  
What Patients Say, What Doctors Hear by Danielle Ofri, MD. Like Dr. 
Drummond, Dr. Ofri is well known to our insureds as a presenter in  
a ProAssurance online seminar and annual Risk Resource conference. 
This mailing will include a uniquely-designed pocket note and a teaser 
on the envelope to entice the reader. 
Questions or thoughts on how we can better support your retention 
efforts? We’d love to hear from you at AskMarketing@ProAssurance.com. 

Do You Have Clients on Hospital Boards?
The THT Group (Texas Healthcare Trustees) publishes an educational 
article series for healthcare trustees. An article by Howard Friedman, 
former President of Healthcare Professional Liability for ProAssurance, 
was recently published as part of the series. In the article, Howard 
explains the medical professional liability insurance cycle, where 
we are in it, and how it could impact healthcare systems.

View the full article.

ProAssurance offers articles and support to a variety of medical 
publications. If organizations you are affiliated with are looking for 
content, email AskMarketing@ProAssurance.com. Our team will review 
the request and send over any suitable options in our article archives. 
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Howard Friedman
Former ProAssurance President of 
Healthcare Professional Liability
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Article Links
To help support your knowledge of issues in the healthcare environment, see our 
list of article links below. Please let us know if there are additional sources or 
topics you want us to monitor by emailing AskMarketing@ProAssurance.com.
1. How do you handle a hard market? by John Bell, LinkedIn, September  

10, 2019
2. The why & how of retaining old customers by S.K. Arora, Entrepreneur, 

July 7, 2019 
3. What physicians need to know about cyber insurance by James F. 

Sweeney, Medical Economics, July 3, 2018 
4. Best and worst states for healthcare by Adam McCann, WalletHub, 

August 5, 2019
5. Rating the raters? Hospital experts turn tables and critique quality 

comparison sites by Tina Reed, Fierce Healthcare, August 14, 2019
6. CMS will delay updates to hospital star ratings until 2021 by Susan 

Morse, Healthcare Finance, August 19, 2019
7. Majority of providers fall short of compliance with HIPAA access 

requirements by Jeff Lagasse, Healthcare Finance, August 15, 2019 
8. How EHRs affect malpractice suits by Jeffrey Bendix, Medical Economics, 

August 22, 2019
9. 60% of healthcare execs say they use predictive analytics by Jessica Kent, 

Health IT Analytics, August 20, 2019 
10. Two pain points strategy leaders are talking about right now by Steven 

Porter, Health Leaders Media, July 11, 2019

SPOTLIGHT ON RISK RESOURCE 
New Online Seminar for Physicians
By Kathi Burton, MS, HRM, FASHRM  
Regional Manager, Senior Risk Resource Advisor

Risk Resource’s popular “Two Minutes” video series focuses on current risk 
management issues of interest to your physician and healthcare practitioner 
clients. The latest installment, Universal Protocol Time Outs, is now available.

The wrong patient. The wrong surgery. The wrong site. These are concerns that 
healthcare organizations still face. Having an efficient and consistent time-out 
process is important for every procedure. Dr. Hayes Whiteside, Chief Medical 
Officer and Senior Vice President for ProAssurance, addresses the need to 
prioritize this moment to help reduce risk. Physicians need to stop, take a 
time-out, and make patient safety a priority for every organization.

ProAssurance’s Risk Resource department provides innovative loss solutions  
for your clients through practice surveys, seminars, publications, and ongoing 
educational opportunities. Our team is dedicated to helping your clients solve 
problems while providing guidance to help avoid risk, not just manage it.

Access our “Two Minutes: What’s the Risk?” video series featuring over 
40 risk management topics on the Risk Resource YouTube channel.                            
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Christine Marciano, a 
certified information privacy 
professional (CIPP-US) and 
president of Cyber Data Risk 
Managers, a cyber insurance 
broker, recommends $1 million 
to $5 million in cyber coverage 
for a typical five-physician 
primary care practice.

Did a colleague forward 

you this newsletter? 

Let us know if you would 

like to be added to the 

ProVisions email list.

http://ProAssurance.com
http://ProAssurance.com
mailto:AskMarketing%40ProAssurance.com?subject=
http://linkedin.com/pulse/how-do-you-handle-hard-market-john-bell/
https://www.entrepreneur.com/article/336387
https://www.medicaleconomics.com/business/what-physicians-need-know-about-cyber-insurance
https://wallethub.com/edu/states-with-best-health-care/23457
https://www.fiercehealthcare.com/hospitals-health-systems/rating-raters-hospital-experts-turn-tables-and-critique-quality-comparison
https://www.fiercehealthcare.com/hospitals-health-systems/rating-raters-hospital-experts-turn-tables-and-critique-quality-comparison
https://www.healthcarefinancenews.com/news/cms-will-delay-updates-hospital-star-ratings-until-2021
https://www.healthcarefinancenews.com/node/139068
https://www.healthcarefinancenews.com/node/139068
https://www.medicaleconomics.com/news/how-ehrs-affect-malpractice-suits
https://healthitanalytics.com/news/60-of-healthcare-execs-say-they-use-predictive-analytics
https://www.healthleadersmedia.com/strategy/2-pain-points-strategy-leaders-are-talking-about-right-now
https://www.youtube.com/channel/UCtQ0WGXq4ISdY7CUgyqb1Qg
mailto:TreatedFairly@ProAssurance.com
https://www.medicaleconomics.com/business/what-physicians-need-know-about-cyber-insurance
https://www.medicaleconomics.com/business/what-physicians-need-know-about-cyber-insurance
https://www.medicaleconomics.com/business/what-physicians-need-know-about-cyber-insurance
https://www.medicaleconomics.com/business/what-physicians-need-know-about-cyber-insurance
https://www.medicaleconomics.com/business/what-physicians-need-know-about-cyber-insurance
https://www.medicaleconomics.com/business/what-physicians-need-know-about-cyber-insurance
https://www.medicaleconomics.com/business/what-physicians-need-know-about-cyber-insurance
https://www.medicaleconomics.com/business/what-physicians-need-know-about-cyber-insurance
https://www.medicaleconomics.com/business/what-physicians-need-know-about-cyber-insurance
mailto:AskMarketing%40ProAssurance.com?subject=

