
A success story  
Spencer Insurance Agency joined 
Rocket Referrals in 2018. Here’s their 
story, by the numbers.
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Spencer Insurance Agency is a family-owned, independent insurance agency that offers 

both personal and commercial lines policies.  

The agency wanted to better understand their customers, increase retention, and simplify 

and automate processes and communications. They found Rocket Referrals in 2018 after 

a recommendation from one of their carriers.  

Prior to Rocket Referrals, Spencer Insurance used another marketing automation 

platform they felt was time-consuming and didn’t bring the results they had hoped for.  

Since starting with Rocket Referrals, the agency has seen impressive results while putting 

in very little work. Rocket Referrals has allowed them to focus on other important tasks 

since almost all their communications are now automated.  

“ I get comments all the 
time now about how much 
our clients like it that we 
communicate with them a lot.” 

 – Charlie Spencer, president 

Years with 
Rocket Referrals:

2.5 1,141
Size of book 
(number of contacts):
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Spencer Insurance Agency

by the numbers
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Increased their 
Net Promoter Score 

by 8 points
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In commissions from just one 
cross-selling campaign$8,000
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  With help from Rocket Referrals, Spencer Insurance retained 

44 clients over 2.5 years through better communications and 

increased client loyalty. 

 And, because Rocket Referrals is alerting Spencer Insurance when there’s a potential 

issue with a customer, the agency has been able to retain 16 additional at-risk 

customers who would have otherwise left due to a specific concern.

The Net Promoter Score (NPS) is a measurement of client loyalty. 

Tracking NPS through the Net Promoter Score Survey helps Spencer Insurance uncover 

areas of improvement so they can fix issues with unhappy clients and identify customers 

who are willing to help them grow their business.  

  Since joining Rocket Referrals, Spencer Insurance increased their NPS by 8 points.  

 An NPS of 86 shows that a large portion of Spencer Insurance Agency’s book of 

business is willing to recommend them to a friend or colleague.   

 An 8-point increase in NPS increases overall agency retention by an average of 2%. 

Net Promoter Score (NPS): 
from 78 to 86

Customers retained: 60
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  Spencer Insurance Agency has gained 69 referrals, who are now 

customers, since joining Rocket Referrals. 

  Rocket Referrals helps Spencer Insurance get more referrals by creating a 

positive customer experience through handwritten cards and other meaningful 

communication at just the right times. 

  Spencer Insurance Agency has collected 385 positive,  

shareable testimonials from their customers since starting  

with Rocket Referrals.  

 Testimonials are a great form of social proof that agencies can share on their website 

or on social media to help win new business. Testimonials also help agencies retain 

more of their customers who have publicly stated they support the agency. 

New customers via referrals: 69

Testimonials collected: 385 

We project that Spencer Insurance Agency will win or retain 37 

customers due to the number of collected testimonials that they 

published to their website and shared on social media. 

We project the agency will bring in a total of 109 new customers 

through referrals within the next year.  
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  Since starting with Rocket Referrals, Spencer Insurance Agency 

has collected 20 new Google reviews. Collecting online reviews 

increases the chances that prospects will find and choose this agency over  

local competitors. 

 Unlike other platforms, Rocket Referrals collects reviews at a steady pace to ensure 

the best results with Google. 

 The agency’s Google listing has moved up 8 spots since starting with Rocket Referrals.  

  Spencer Insurance Agency has sent 7,208 communications 

to their customers using Rocket Referrals. 655 of these were 

handwritten cards—helping the agency encourage referrals, 

increase retention and maintain personal relationships with their customers. 

  The agency also noticed they now order fewer stationery supplies each month, spend 

less on postage and have more time to focus on other important tasks instead of 

manually sending communications to customers.  

Google reviews: 20 

Communications sent: 7,208 

We project that Spencer Insurance Agency will win 74 new customers 

due to their Google reviews and Google ranking alone.  

https://www.rocketreferrals.com/blog/in-a-hurry-to-get-more-google-reviews/


7

Cross-selling:  
$8,000 in commissions  
from just one campaign

  Spencer Insurance Agency is taking advantage of the ready-to-go cross-sell 

automations in Rocket Referrals. 

  They recently sent an automated life insurance cross-selling campaign and, as a 

result, wrote six new policies and earned $8,000 in commissions from just one email. 

  Spencer Insurance is using other automations in Rocket Referrals: a claims survey, a 

customer exit survey, the renewal check-in automation and the welcome campaign.  

Want to see results like this?
We’d love to help.

Schedule a demo

Rocket Referrals provides insurance agents across the U.S. with innovative tools to analyze client 

feedback, manage online reputation, collect reviews and testimonials, grow referrals, automate  

cross-selling, and manage communications spanning email, text messaging, web chat, and direct mail.  

For more, visit www.rocketreferrals.com.  

*Net Promoter, Net Promoter System, Net Promoter Score, NPS and the NPS-related emoticons are registered trademarks of Bain & 

Company, Inc., Fred Reichheld and Satmetrix Systems, Inc. 

https://www.rocketreferrals.com/schedule-a-demo/
http://www.rocketreferrals.com

