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Abstract : The management of selling insurance products and services implies the coordination of all activities meant to bring together the intermediaries on these markets with the right clients at the right time. The main forms of intermediaries on the insurance markets are represented by insurance agents and insurance brokers – each form with its distinct characteristics, each form with its advantages and disadvantages towards those interested in acquiring a product/ service of insurance from the specialized companies, authorized to perform on the national insurance markets. In the recent years, there can be noticed a significant increase in the role assumed by the insurance brokers, to the detriment of insurance agent, which determined, in some countries, the modification of the legal framework, in the way of modifying the types of insurance agents and their attributions towards the insurance companies and the insureds.
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             1. INTRODUCTION

The sales management activity for insurance products and services imply the coordination of all activities meant to put the agents in connection with the right clients, with the help of the seven functions of an agency: market research, identification of insurance requirements of the clients, preparation of the offers and their presentation, conclusion of the insurance contract, offer of specific services in the beginning and during the contract. With the help of sales management activity, the insurance company is determining the degree of support each agent must offer for the clients.

On the insurance market, the sales management activity represents the application of management process in the sector of sales. Usually, the insurance companies are choosing between two types of sales management systems (Figure 1).
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Figure 1. Types of  sales management systems.
Top-down management system. According to the theory and practice of this system, the management team establishes the objectives of the sales activity for different intervals of time and sets up the ways in which these objectives can be achieved. Each insurance agent is established certain tasks in order to reach his personal objective, being supervised by the agency on a periodic basis. In medium-sized agencies of the insurance companies, the activity of the insurance agents is supervised periodically, according to the annual plans and budgets of the insurance company. At the level of small-sized agencies, this activity of control is significantly simpler.

Bottom-up management system. This system takes into consideration the point of view of the insurance agent that will draft the results that he is considering to have during the year. At each hierarchical level, inside the insurance company, the managers are evaluating the forecasts of the results, analyzing them and centralizing until a single, unitary plan is established, becoming compulsory to be achieved. This method of work allows each individual/ department to get involved and increase the degree of control over each task, which determines a bigger motivation for the employees.


In practice, no insurance company will settle for a single type of system of sales management, therefore, each player on the insurance market is establishing its own type of sales strategy. The insurance companies must weight the strong and the weak point and to offer the instruments for overcoming the problems that occur, no matter if they refer to, for example, a bigger personnel, more expensive materials (IT equipments, software applications etc.)

2.  THE INSURANCE AGENT AND THE BROKER IN THE PRESENT
 
MARKET ECONOMY
2.1. Intermediaries in insurance

At present, the distribution of the insurance products became very specialized and there is the tendency to renounce to the individual distribution (classical), in favor of a system through which the intermediaries are grouped and assisted by specialized personnel. For an individual, it is more and more difficult to sell on his own different insurance products.

For an intermediary in insurance, there is no ideal action medium. The elements considered favorable refer to the high degree of economic development, the populated areas – preferable the urban ones-, the level of culture and civilization (above medium), the development of the relationship between the bank and insurers etc (Figure 2)
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Figure 2. Positive influences on the intermediation process in insurance
In order to survive on a market with an increasing concurrence, an insurance company must have a distribution system well organized. The better the system, more quickly the financial results will be achieved. We will analyze the American distribution systems, one of the most efficient systems that are implemented at present.

The American insurance companies are monitoring, according to specific legal and economic restrictions, some of their agents, allowing them to act as intermediaries between the subagents and the insurance company. Later, there were founded general agencies that are representing more insurance companies. Thee insurers are offering to the agencies a certain level of commission and are also covering a part of the administrative expenses. The general agencies are independent companies that are fulfilling many of the functions a normal insurance company has, including underwriting, loss control, updating the existing contract etc. In the case of property and liability insurance, the general agencies were replaced gradually by offices of the insurance companies (specialization in insurance economy). The general agencies are continuing to exist in life insurance sector – a sector well developed in USA – but they do not have the authority to pay the claims to the insureds or to offer other services specific to insurance – their primary function is to sell the insurance products.
In USA, there are three main types of distribution for the insurance products:

I. Direct underwriting – the insurance products are sold by a representative of the company. This is a classical method of insurance sales that represented the basis for the first portfolios of insureds.
II. Exclusive agents – they are obligated to sell exclusively the products of only one insurance company and are acting independently, without being the employee of the insurance company.

III. General agents – they are selling insurance products for more insurance companies.

A recent tendency of the American insurance companies, very efficient, which transformed the American market in a real jungle, is the ceding towards the insurance agents of the activities connected to insurance (for example, underwriting, evaluation of the insureds’ exposures, filling in the application etc.). This tendency was long waited on the market, due to the rapid development of the communication and informatics systems that deepened the specialization and the externalization of the insurance services.
2.2. Insurance agent – an intermediary aged by time

The Romanian legislation stipulates that the insurance agent is the natural or legal person, mandated by an insurer to negotiate and conclude insurance contracts, according to the provisions in the mandate contract, without having the quality of a insurer or broker.
Recently, the scope of an insurance agent has been developed in order to be able to work directly with the reinsurers. Unfortunately, there has been a limitation in the tasks of the agents as the negotiation part was eliminated in the last modification of the law, even though the past responsibilities concerning the negotiations were limited only to the possibility of reducing the insurance premiums for certain clients. This reduction was influencing only the level of the commission received by the agent and not the financial indicators of the insurance companies. Moreover, this possibility of offering discounts was allowed by the insurance companies only for those agents that had significant results. The agents are still quite important for the insurance companies, not for the gross premiums written by each of the agents, but especially for their high number, that determines automatically their consideration for the increase in the market share of the insurer or reinsurer. The last modification of the law stipulates the conditions, compulsory to be fulfilled; any agent must respect in order to continue its activity – specialized courses, proved experience and even knowledge of a foreign language. Even though their role decreased, the agents are continuing to be the first channel of distribution in the sector of life insurance and of future private pensions. At present, there are more than 40000 sales agents, offering the products of 42 insurance companies. 
2.3 Brokers on the Romanian market

In Romania there are several types of insurance brokers: multinational brokers, local independent brokers – specialized on intermediation and consultancy; local brokers specialized on intermediation. The broker is the one assuming responsibility towards his clients for all the recommendations he is making, and the law is forcing him to have a minimum professional liability insurance.

The insurance broker is earning the trust of those he is working for, proving he knows what he is doing and that he is capable of understanding how the client is working and what are his exposures. The access of the broker to the international experience represents a major advantage for the client, as it allows the creation of a reference system for the proposed solutions. 
Based on the insurance program presented by the insurance broker, the client has the final word in choosing the best solution. The preparation of this offer is well informed and documented. After the conclusion of the insurance contract, the broker is still monitoring the program, until its renewal. During the contract, the broker is observing the concurrence between the covered offered by the insurance product and the evolution of the client’s requirements, making the necessary adjustments and offering support for the loss payment.
Although the broker is working entirely in the interest of the insured, he is paid by the insurance company/companies with whom he is collaborating, without a supplementary cost for the insured. When working with a broker, the insurance company has some direct material advantages – reducing substantially its own acquisition and administration costs and increasing the market share. These expenses are supported by the insurance broker in advance, before finalizing the negotiations and then recuperated from the insurance company, as a brokerage commission. If the consultancy services are more specialized and diverse – for example, risk management, benefits schemes, special forms of risk financing etc.-, the remuneration of the broker can be done as a honorary, agreed and paid directly by the insured. Concerning this type of services, in Romania, there are only 5% of the all the brokerage companies that are offering consultancy in risk management.
In Romania, the role of the broker is not as developed as it is in the European Union – the intermediation through brokers reached the level of 20-25% from the total of written gross premiums, and from this level, 60% are done for motor insurance. The life insurance sector is not so targeted by the brokers, few insurance companies being interested in this type of distribution for life products. 

3. CONCLUSIONS

In the present state of the market economy, the activity of the insurance companies is becoming more and more connected to the performance of the brokerage companies or intermediaries. Following the social and economic development of an economy, we can identify, from this point of view, new processes and tendencies that are supporting a rapid evolution of the insurance market, namely: 
1. The occurrence and consolidation of supervisory and control authorities on the market. As the insurance market developed, new laws and norms are implemented, concerning the insurance activity but also the intermediation in insurance. The globalization and/or integration phenomena are determining the increase in the pace of implementing these legal provisions that are fostering new markets, extremely active.
2. The increase in the competition, through the introduction of new products and also the increase in the concentration and centralization degree of the capital. We might notice the intensification in the number of mergers and acquisitions among the insurance companies (eg. Omniasig, Grawe, Astra etc.) but also among the insurance brokers. On the insurance market, the role of the insurance agent is becoming less and less active, being replaced gradually by the insurance brokers, that are offering in a professional manner a large panel of services for the clients.  In the same time, the new connection established between insurance companies and banks (the bankassurance) is coming to support the idea that the classical agent is almost history on the insurance market.

3. The increase in the role of Internet in distributing insurance products and also in the offer of a better and faster information to the insureds.
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