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Agent’s questions about 
Errors and Omissions, 
and how E&O losses 
can be prevented.
By Mary LaPorte, CPCU, 
CIC, LIC, CPIA

 We are very conscientious about documenting files in our agency, and as operations manager, it is my job to 
make sure that everyone is doing a good job in this area.  To raise awareness, we have declared next month to be 
“Documentation December”.  Of course we intend to document well all year long, but we wanted to take some time 
to emphasize how important this part of our job is.  We have made little buttons for everyone to wear which say 
“Write it down or it didn’t happen!”  Can you share some of your favorite documentation tips?
Sarah, Louisiana

 Sarah, what a great and fun idea!  Creating a special time to focus on this important area will surely help to cement 
the importance of good documentation practices.  There are so many aspects to documentation, but I will try to hit 
some highlights.

•	 All communication with the customer should be documented, as well as communication regarding a particular 
customer (such as with an underwriter, mortgagee, certificate holder, etc.).  There is no question that the best 
place to document is in your agency management system. In most agency management systems, this means 
creating a note or activity in the customer record.  

•	 Documentation needs to be created by the person actually involved in the conversation, and as soon as possible 
after the conversation takes place.  (Having someone else document for you is only “hearsay”).

•	 Abbreviations may be quicker, but should only be acceptable if everyone else knows how to interpret them.  
Discuss which abbreviations are acceptable, and refrain from using others. 

•	 Rather than stating that you had a conversation with the “insured”, be sure you always include the name of the 
person spoken to (such as: Sally, Mrs. Smith, etc.).  If speaking to an underwriter, use both their first and last 
name and indicate the name of the carrier. (such as: Jim Brown/Travelers).  

•	 Each time you document, imagine that your documentation could be read in court.  Is there enough information 
included to clarify the reason for the contact and how issues were resolved?

•	 Producers or other who are frequently out of the office should work to develop a process of documenting mobile 
phone or in-person conversations which take place when the agency management system is not available.  
Some may document in a recording device or voice message to themselves, which later needs to be entered 
into the management system..   Voice to text software may be helpful as well.   Create a method of assuring that 
this important documentation does not get missed.

Quantity and quality of documentation is only tested when it is needed at a later time.  Good documentation can 
mean the difference between paying and E&O claim or having it dismissed.  Raising awareness is a good goal for 
every agency and helps employees understand the important role that documentation plays in defending an E&O 
allegation.

Mary LaPorte is a consultant and educator with a strong background in Errors & Omissions 
loss prevention.  Forward your E&O questions to marylp@lpinsuranceconsult.com
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