
Spring 2015 • The Minnesota News  39

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

We have read your columns before about the importance of documentation.  We think you know how 
busy we are, and that sometimes there just isn’t time to go into great detail.  Most of us in the agency 
do a good job, but we are concerned about a couple of the CSRs (mostly one) who go overboard with 
abbreviations.  We all use abbreviations in our documentation, but sometimes we can’t understand what 
others have written.  How do you know when abbreviations are OK to use, and when it can be too much?  
We all want to condense what we write and not have to “write a book” each time we document.  What are 
your thoughts in this area?
Carla & Jen, Minnesota

Carla & Jen, I am glad to hear that you have been reading the columns and I hope you continue to find 
them beneficial.  Thank you for sending in this great question.

The quality of documentation is really determined not when you enter it, but some later time when you 
need that information.   Usually you need that information so that you can properly provide service to your 
customer.  But when an E&O claim occurs, that is really when your documentation will be tested.

At that time, other people will be reading your notes and trying to make sense of them.  They will be 
trying to put together pieces of a puzzle as to what occurred between the customer and the agency.  If the 
reader cannot understand what the documentation says, it could mean the difference in the outcome of 
the claim.

Abbreviations help save time, and everyone’s time in the agency is precious.  It is perfectly acceptable to 
use abbreviations, as long as everyone else knows what they mean.  Many agencies take this seriously, 
and include a list of accepted abbreviations in their written standards and procedures.   This is what I 
recommend.   In this way, a guideline is provided as to which abbreviations may be used, and no others 
are acceptable.  

I suggest you invest just a little time to create this list.  Ask each person in the agency to make a list of the 
abbreviations they use and include their definition.  Then pull the lists together and create a master list.  
You may need to say “no” to some just to keep the list manageable.  The typical lists I see are about two 
pages long, so don’t be surprised as to how many abbreviations are being used.  Also, allow the list to be 
updated occasionally.  It is expected that during the first few months of use that someone will think of one 
that they forgot to originally include.

When file audits are performed, check to verify that only approved abbreviations are being used.  In the 
event of an E&O claim, you can provide the list to your attorney so that it can be used as a “key” to help 
understand the documentation.

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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