
Working “In” vs. Working “On” 
Your Business…
4 Ideas to Move Your Agency Forward



What does it mean to be 
working in your business?

• You perform everyday 
tasks necessary to keep 
the business running
• Title searches/exams
• Closing set up
• Conducting closings
• Managing employees



What does it mean to be 
working on your business?
• You are focusing on these issues 

(instead of day-to-day issues)

• Improving the flow of work in 
your office

• Improving the quality of your 
products and services

• Expanding your business

• Developing responses for 
strategic challenges and 
opportunities

• Exit strategy



Why you should work on your 
business?

• Better able to handle predictable problems
• Employee turnover
• Increased/New competition
• Ownership/Brand changes

• Better able to handle unpredictable problems
• Cyberfraud
• Business interruption due to external causes
• Regulatory changes

• Better able to maintain value of agency as investment or 
retirement asset



4 Ideas to Move Your Agency 
Forward

1. Metrics
2. Operations
3. Technology
4. Sales



Metrics
To get where you are going, you need to know where you are now

6 basic things to measure month-by-month for the full year

• Open orders 
• Closed orders 
• Number of employees
• Revenue = title premiums and closing fees
• Total expenses
• Profit = gross revenue minus expenses



Metrics
• Measure your results 

each month
• Compare against goals
• Adjust your operations 

and sales efforts 
accordingly



Metrics
 Observe, Compare, & Adjust
 Charting makes it easier to spot trends more quickly



Operations
businessdictionary.com defines Operations as:
The transformation of resource or data inputs 
into desired goods, services, or results, 
and create and deliver value to the customers. 
Two or more connected operations constitute a 
process….



Operations
 What is actually 

happening with your 
front-line employees vs
what you think is 
happening?

 How many times is a file 
being “touched”?

 How “paperless” is your 
process, honestly?



Operations



Technology
Technology helps optimize 
performance to increase 
efficiency. Your production 
software can make life 
easier or harder. Are you 
using its capabilities to the 
fullest?



Technology
 When did you last evaluate 

your system, and does it 
even mirror what’s 
happening on the floor?

 Does it give you the 
information that you need?

 Can it help you become 
paperless?



Technology



Sales
 Get everyone on your 

team involved
 Who is primarily 

responsible for sales?
 What makes them 

successful?
 How do you track it?
 What roles do your other 

team members play? 



Sales
 Get over the “ick factor”
 You’ve been selling all your life!
 Set specific goals for each role
 Help them find their words
 Play to their strengths



Sales
 Establish your growth goals
 Define your strategies 

and tactics for success
 Remember the 6 R’s:

 RETAIN
 RENEW
 REFER
 REVIVE
 RECRUIT
 REAL CUSTOMER



Sales
 ASK for the business!
 Know WHEN to ask
 Know HOW to ask
 Remember: 

Every call is a SALES call!



Call to Action
• Implement 1 of the 

4 ideas you’ve seen 
today

• After you see the 
resultant guaranteed 
improvement, 
implement another 
of the ideas!



Thank You!
Metrics
Ethan Powsner
ethan.powsner@fnf.com
616.302.3121

Technology
Brie McDaniel
brie@titleinsuranceconsultants.com
301-908-2252

Operations
Kay Underwood
kay@titleinsuranceconsultants.com
970-381-4881

Sales
Cindy McGovern
cmcgovern@orangeleafconsulting.com
415.277.5901

mailto:cmcgovern@orangeleafconsulting.com
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