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Making Agent Training Easy:
Challenges in the National
Flood Insurance Program (NFIP)

Solstice Innovations is an insurance technology and services company. Our
flagship platform, Equinox™, is a complete ecosystem for Flood, Homeowners,
and more. We aim to enable clients to meet their evolving demands while
increasing efficiency and decreasing costs.

INTRODUCTION/BACKGROUND

Consumers often have misconceptions about flood insurance, assuming standard homeowners
policies cover flood damage. Meanwhile, agents in regions with lower flood risk may find it
challenging to sell NFIP policies since clients might not see the immediate value. In either case, each
of these circumstances requires agents to enhance their flood insurance knowledge to have a better
chance of explaining it to at-risk consumers—even if that risk is very low - and avoid feeling like it
is a waste of the agent’s (and policyholder’s) time to even mention flood insurance.

THE CHALLENGE

Insurance agents face challenges when selling flood insurance offered by the National Flood
Insurance Program (NFIP). One reason is simply understanding the NFIP's intricacies and nuance.
Agents must be well-versed in it to answer policyholder questions and ensure they present the best
options.

The NFIP is a unique hybrid of insurance and government benefit programs with limited flexibility
and behaviors inconsistent with private sector insurance products. Keeping up with regulatory
changes can be difficult. The program has seen many changes, especially in the last few years, and
premium rates can sometimes be hard to understand and explain. Agents also constantly face new
and differing technologies as insurance companies continue moving toward more technology-
driven solutions requiring additional training.

All of these challenges can manifest themselves in several financially impacting ways for the agent,
including:

Low Penetration Rates

Increased Competition

Education and Training Gaps

Shifts in Understanding of Coverage

Renewal Challenges

Policyholder Frustration

Inability to Define and Launch Effective Marketing Strategies

Convenient and robust training is one way to combat these challenges. However, training solutions
often require large instructional design teams, months of development, and substantial costs,
making them slow to adapt to the NFIP’s evolving landscape. As a result, agents are left without an
accessible, real-time knowledge resource to help them navigate the NFIP complexities.
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SOLUTION

In response, Solstice Innovations developed the Equinox Wiki—a centralized, dynamic knowledge
hub designed to streamline NFIP training and empower agents with the information they need
when they need it. Unlike traditional training models, the Equinox Wiki delivers instant access to
critical NFIP information, eliminating delays and reducing training overhead.

The wiki provides clear, operationally aligned procedures tailored to agents, including step-by-step
policy guidance and simplified explanations of NFIP complexities. Regulatory updates are
seamlessly integrated into the wiki, ensuring agents always have the most current rules and
procedures.

Automated content updates instantly reflect program adjustments, eliminating the risk of outdated
training materials. Preemptive guidance on required documentation minimizes rejected
endorsements and cancellations. The Underwriting and Claims teams use the same resources to
orient and guide agents. Agents can use quick reference boxes and consumer-friendly explanations
to convey policy details clearly. Integrated workflow tutorials and tooltips assist agents in
navigating Equinox’s quoting and policy management features, while role-specific hubs ensure
content is tailored to every audience, like agents, underwriters, examiners, or operations managers.

RESULT/IMPACT

With the Equinox Wiki, agents can confidently sell NFIP policies, overcome knowledge barriers, and
enhance customer experience - turning training into a seamless, self-sustaining reality.

By eliminating lengthy training cycles and costly course development, the Equinox Wiki by Solstice
Innovations provides a scalable, real-time knowledge resource that is always current, accurate, and
immediately accessible.

Key benefits include:

o Faster Agent Onboarding: Agents can get up to speed without waiting for scheduled training
sessions.

e Higher Quote & Conversion Rates: With quick, reliable answers, agents feel more confident
presenting NFIP policies to clients.

o Reduced Underwriting Rework: Agents submit the necessary details for any policy
transaction, decreasing processing rejections.

o Lower Training Costs: Compared to traditional instructional design pipelines, the Equinox
Wiki eliminates costly course creation while providing up-to-date regulatory guidance at a
fraction of the cost.

By leveraging a real-time, dynamic knowledge base, the Equinox Wiki enables agents to adapt
instantly to the NFIP’s evolving requirements, changing the way agents learn, quote, and sell flood
insurance with confidence.
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