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A short survey was undertaken in July and August 2011 by Insurance-Canada.ca to get a sense 

for who insurance professionals use social media to communicate with, personally and 

professionally.   
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Social Media in Insurance in Canada:                                                                        

Who Communicates with Whom?  
 

This survey was open from July 12 to August 3, 2011. It elicited over one hundred responses.  

Of the nine industry sectors offered, 75% of the respondents put themselves into three: 

 P&C Brokers and Agents:  31% 

 Insurers P&C:  24% 

 Services and Product Suppliers: 23% 

 The remaining:  22%  

In response to a “size of organization” (compared to their peers in the same segment), those who 

answered indicated they were from: 

 Small organizations: 29% 

 Medium:  45%  

 Large:  26%   

All but three were from Canada.  
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Do You Use Social Media 
 

Respondent were asked about their use of social media: at least once a week (personal use; 

business use), casually (any use) or not at all. 

   

As one would expect, such a survey is of interest to people who make some use of social media 

and want to learn more. This chart shows that almost 90% of the respondents make some use. 

Relative to those who use the tools for personal reasons (55%), the number who use them for 

business purposes, frequently, at about 43%, was surprising.  
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For Personal Use: With Whom do You Communicate 
 

Another question sought to understand the people with whom our participants communicate, 

whether frequently or casually, for personal purposes. 

 

There were no real surprises in these results; it served as a jumping off point for the business use 

question. 
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For Business Use: With Whom do You Communicate 
 

This question looked for groupings of people that insurance people communicate with for 

business purposes. 

 

A couple of noteworthy items.   

 With people in other firms in the industry rather than with peers inside the firm. This 

suggests that social media tools are not being widely used within companies. 

 With people from other businesses outside the industry more than with “customers” of 

insurance products and services.    
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Three Group Comparison: P&C Brokers/Agents, P&C Insurers, Suppliers 
 

 With that as general background, the three industry sectors with significant numbers of 

respondents were compared.    

. 

 All of the Suppliers use social media; and compared to the other groups, very extensively 

for business purposes.   

 Almost all the insurer respondents do as well,  but less so for business purposes. 

 Almost 80% of brokers and agents use the tools as well. 
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Three Group Comparison: Personal Communications With Social Media 

 

 Representing over 75% of the total responses, the patterns proved to be similar for the three sub-

groups for personal communications. 

. 

There is very little variance among these groups. 
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. Three Group Comparison: Business Communications With Social Media 

 

 Representing over 75% of the total responses, the patterns proved to be similar for the three sub 

groups for personal communications. 

. 

With our focus on “social business”, this is the most interesting of the charts.  

 People with insurers use social tools to communicate within the company more than do 

the other two groups. Is that because insurers have: 

o formally implemented some tools for inhouse use such as collaboration etc.? 
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o Larger populations, maybe geographically dispersed, so people don’t see each 

other to chat or meet formally 

 All three groups consistently communicate most with other firms within the insurance 

community,  

o Suppliers do this slightly more than others, because they tend to have many 

customers and prospects within the industry 

 Suppliers communicate with insurance customers much less frequently that do insurers 

and brokers/agents, presumably because they only do so when requested by insurers and 

brokers/agents 

 Suppliers are often specialists in one area and would tend to have expertise there, which 

they continue to develop and to present in special interest groups. 

 Brokers/Agents are leaders in communicating with the public, as befits their focus on 

marketing and customer service.       

 

 

Comments 
 

As with most technologies during their early adoption stages, there are some leaders who are 

providing direction to those of us who are following. For many people, the path is not yet 

obvious, but most are now of the view that some use of these newer communications tools is 

inevitable.  Future surveys and webinars will explore this subject further.    

This report is by Insurance-Canada.ca Inc.  See details about this and other surveys here and 

explore social (webinars, surveys, studies, Blog etc.) further under Social Business.  

Questions: Doug Grant  doug.grant@insurance-canada.ca 416-921-7756 

http://www.insurance-canada.ca/social-business/surveys/surveys.php
http://www.insurance-canada.ca/social-business/social-business.php
mailto:doug.grant@insurance-canada.ca

