NEW LEVEL PARTNERS

Email Essentials: Make Your
Business Communication Impactful!

Nancy Langton

v Create and send emails that result in a
desired outcome.

Age nda v’ Ensure that your writing is action-forward
communication.

v Tips, techniques and words to avoid.
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= Want Credibility
= Want our Messages Understood

= Want Positive Relationships




The Value of Email Communication

Progress — — — — — — — — Connection
Documentation — — — — 0 — — — — Accessibility
Tracking — — — — — — — — Collaboration
Closing — — — — — — — — Personalization
Efficiency — — — — — — — — Security
Brand — — — — — — — — Scalability
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“If the reader only
reads the first two
lines, do they know

what to do?”

First Impressions and Emails

Our initial reaction to email is swift and
begins before we read the message.
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Your Email = Your Brand
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Is it professional? Is the “voice” positive? Are your requests actionable?

‘ Do you demonstrate Y Do you exhibit expertise
respect and gratitude? 1 ’ relative to the content?

What impression does your email create?

l ‘ Offers advantages to writers

v Be sure you know your
company’s Al policy.
v' Avoid sharing any confidential

client information with Al.

Al in the
Writing
World

New Message —-Ox

To: Recipients

Ce: Extra Recipients

Bee:

Subject: Topic of Email or Action You Expect (<)

(Greeting) Good afternoon, Robert,

Email: A Glimpse
at the Pa rts (Body) Your message — direct, concise, action-focused.

(Closing) Thank you, Michelle

(Your Signature) Always have your contact information
listed.
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7 paula@abc.com
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subject - Updated report

Hey Paula:

Thx for checking in!!! | did receive the data this morning, so
Samp|e I'm updating the report and it should be finished this

. afternoon.
Email
All set for now,

Kris
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7 paula@abc.com

subiect - Updated report - Too Vague — Which Report?

Hey Paula:

Thx for checking in!!! Not a great impression — Thx?
Sample Checking in? and those exclamation points.

Email 1 did receive the data this morning, so I'm updating the
report and it should be finished this afternoon. Too long —
break this in two sentences — The report will be completed
by the end of today.

All set for now, Mediocre closing

Kris
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T dansmith@abccompany.com

subject The Report

Can you tell me when | wil receive the information | requested?

Callie Storm

Subject Dallas Corp

C:234-444-5959
- The Hi Callie:

Re po rt I expect to have it ready any day now — let’s just say the latest will be by this Friday. How does that sound?

Dan Smith
ABC Company

K. Thanks.

Callie Storm
Dallas Corp
C:234-444-5959
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7o dansmith@abccompany.com
subect The Report - — The Subject Line — does it stand out?

Can you tell me when | will receive the information | requested? — missing the greeting

Callie Storm

Subject Dallas Corp

C: 234-444-5959
—The Hi Calle

Report I expect to have it ready any day now - let's just say the latest will be by this Friday. How does that sound? - Seems
p accommodating but not definitive enough.

Dan Smith
ABC Company

K. Thanks. k2

Callie Storm
Dallas Corp
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According to Fast
Company Magazine

Essential Communication Skills:

1. Respect

2. Active Listening

3. Positive Body Language

4. Asking Questions

5. Email Etiquette

6. Open-mindedness

7. Give/Take Feedback

The Basics of Business Writing

= Clear

= Concise

= Concrete

= Correct

= Considerate

= Courteous

= Complete




Writing Translation Model

Is what you’re writing getting through to your reader?

Vocabulary
Biases Interruptions

Word  Emotion
Usage

Context

Tone Mood

Experience
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How Does
This Email
Impact
Credibility?

7o matthew@abc.com

susest Thank and Add’l Request

Dear Matthew,

Thank you again for your follow-up on the ATL account. | believe everything is now in order. Barney Strife,
CFO, was very impressed with our team’s ability to collaborate and resolve their issue.

On another matter, | received a call yesterday from one of our Commercial Customer Service Reps
regarding Harkley Industries. They were issued a non-renewal notice following the recent inspection,
which indicated that the required fire protection measures had not yet been installed. Specifically,
sprinklers were to be added to the new assembly warehouse that was built last spring.

I reached out directly to the Warehouse Manager, who provided documentation confirming Harkley’s
agreement to complete the sprinkler installation by next Monday at the latest. Would it be possible to
arrange for one of your inspectors to visit the site shortly thereafter to verify the installation and review
the certificate? This should help avoid cancellation of their policy.

Thank you for your support on this matter.

Best regards,
Shawn
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CoPilot
Example

70 matthew@abc.com

suiect: Thank and Add’l Request - Too Vague

Dear Matthew,

Thank you for following up on the ATL account. Barney Strife, CFO, was impressed by our teamwork in
resolving their issue.

Separately, | received a call from our Commercial Customer Service Rep about Harkley Industries. They
received a non-renewal cancellation notice due to not installing the required fire protection. They were

supposed to install sprinklers in the new warehouse addition last Spring. | contacted the Warehouse
Manager, who confirmed they will nsall e sprinklers by next Monday, Can we arrange for an inspector
from your office to review the installation and approve the certificate shortly after Monday to avoid policy
cancellation? Still a long paragraph and two accounts in one email

Thank you, Shawn

18



7o matthew@abc.com

subject Action Needed: Harkley Industries Sprinkler Installation & Inspection

Dear Matthew,

| received a call yesterday from one of our Commercial Customer Service Reps regarding Harkley

Industries. They were issued a non-renewal notice following the recent inspection, which indicated

that the required fire protection measures had not yet been installed. Specifically, sprinklers were
ChatG PT to be added to the new assembly warehouse that was built last spring.

| reached out directly to the Warehouse Manager, who provided documentation confirming
Example Harkley’s agreement to complete the sprinkler installation by next Monday at the latest. Would it be

possible to arrange for one of your inspectors to visit the site shortly thereafter to verify the

installation and review the certificate? This should help avoid cancellation of their policy.

Thank you for your support on this matter

Best regards, Shawn

05/14/2026
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7o matthew@abc.com

,Spe?‘f'c subject Action Needed: Harkley Industries Sprinkler Installation and Inspection
subject line.
Dear Matthew,
This email pertains to Harkley Industries. They were issued a non-renewal notice following the
recent inspection. It indicated that the required fire protection measures had not yet been installed.
Specifically, sprinklers were to be added to the new assembly warehouse that was built last spring.
Further | reached out directly to the Warehouse Manager, who provided documentation confirming
Simplified Harkley’s agreement to complete the sprinkler installation by next Monday. To avoid cancellation,

we recommend confirming a date/time for one of your inspectors to visit the site, verify the
installation, and review the certificate. This will help avoid cancellation of their policy.
Shortened  Thank you for your support on this matter
by30%and  Best regards, Shawn
target action
forward.
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Issues With Poorly Written Emails

v’ Compliance especially if mixing
two accounts on one email.

v" All emails may be evidence for
claims defense.

v Too personal may be
misinterpreted.
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Make it easy for the reader.

It’s all about the “Preview Window!”

What is the “reading tolerance level” of your reader?

Be kind: Make it easy for the reader

Get into the mindset of your reader!

No one likes to scroll a long email on their phone!

N ¢

Email Top 4 Musts!

1 Use a descriptive subject line.

2 Impactful first sentence.

Y

3 Keep the message brief and direct.

Actionable Close!
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Descriptive Subject Lines

The goals of the subject line:

Increase the open rate — make your email get attention!

Set an expectation of the email’s purpose
Help the reader save time
Build Credibility

Good Subject Lines Work — specific, actionable, and aligns the content.

Bad Subject Lines Fail — lack clarity, professionalism, and purpose.
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Team Meeting Agenda — Review by Dec 13

Action Required: Complete
Application by May 3

Workflow Update: Ver 3.2.3 PL Renewals Examples of
Pol # Ending 4567 SUb]eCt Llnes
Meeting Agenda Which of these are “Good” Subject Lines?

IMPORTANT- MUST READ
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v’ Be specific

v Use a date

v Call out the expected action
v Keep it short

v No Caps

v' More than a Policy Number

T

Impactful First Sentence

Subject

Which first sentence has the most impact?

Hope all is well.

a.
b.

My goal is to secure the renewal for you by Friday, May 17.

c.
d.

| appreciate the time on Friday.

I'm reaching out to set a call to review first quarter results.
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Brief and Direct

Subject

Which is better:

Please be sure to review the attachments. The first one is the
application which requires a signature from the insured. The second
is the billing invoice that can be setup for auto-debit. The third is the
information needed for paperless service setup.

OR

Please complete the following by Friday:

1. Application: Requires a signature.

2. Invoice: Give to insured to setup for auto-debit.

3. Paperless Service: Info needed for setup.

05/14/2026

28

Actionable Close
_xx
Subject
Which of the following email closings are actionable?
a. Please call with any questions.
b. Please send dates/times for the week of May 27 to
schedule a 30-minute conference call.
c.  We will need all documents no later than Friday, May 24.
d. 1 will contact you on Monday, May 27 with the update
from underwriting.
=
Complimentary Close

v’ Sincerely, v’ Cordially,

v’ Best regards, v’ Yours sincerely,
v’ Regards, v’ With appreciation,
v’ Respectfully, v’ Kind regards,

30
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This Email Needs Your Help!
v" Review the email with a partner.

v' No need to rewrite the entire email.

v’ Cite how you can make this email more impactful
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Hey - Got ur pol
info ready. Will
callu2mro. |
made chgs to pol
&apprvd. TTYL

Has Texting Gone Too Far?

ves | Ok Go
QWERT YU OFP
ASDFGH]J KL
4 zZxCcVvBNM@

e 4 e e
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Writing with
MAPS
v’ Message: What is it?

v Audience: Who is receiving the
message?

: Why are you writing?

: How do | structure my
message?

33
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“I have the whole day open.”

What Types of Statements Would Be Best to Avoid?

Instead

“I was just checking in....” —

“What do you think?” —

“I was wondering (1 was hoping) if ....”" m———

—

“How do you feel about this so far?” =————

“The reason | am reaching out....”

“Please share an update with me....”

“Would any of these timeslots work?”

“Based on our discussion, it would
make sense to move ahead with ....”

| will send you a quote (proposal) for
review to move this ahead.”
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Closing Lines

A good closing line restates the
purpose of the email and leaves the
reader with a concrete explanation of
why the email was sent. It defines
the action to be taken in the future.

“Please don’t hesitate to call.”
“Please advise.”

Just say:
“Please call me with any questions.”

Sample Closings:

v' 1look forward to your reply.

v’ Please send requested info by
December 10.

v' Thank you for your assistance. | will

be back in touch by Friday.

v" If you require any further
information, please contact me.

v | would appreciate your immediate

attention to this matter.
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Comprehension of Sentences

Sentence Length

Percentage of People

(in Words) Who Understand
Oto8 100%
9to 15 90%
16 to 19 80%
20to 28 50%

36
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Flesch Reading Ease

__Score
90 - 100
80 - 90

70 - 80

60 - 70

50 - 60

30 - 50

0-30

8-9
10-12
College
College Grad

Avg. Words
Per Sentence

8
11
14
17
21
25
29

@ CONTENTWRITERS com

123
131
139
147
155
167
192

Syllables Per
100 words

05/14/2026

Before You Speak

Do you think of how to “word”
your message so that it creates a
positive impression of you?

When you have to say NO!

“Unfortunately, we cannot reinstate the policy as it was actually cancelled for non-pay.”

“Honestly, the risk a challenge. | think the obstacles are caused mainly by the coastal
location. Hopefully, the relationship we have with a specialized surplus lines partner will

provide a solution.”

How Do You Deliver a Difficult or Negative Message

39
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How Do You Deliver a Difficult or Negative Message
What if we removed:
“Unfortunately, we cannot reinstate the policy as it was actually cancelled for non-pay.”

“Honestly, the risk a challenge. | think the obstacles are caused mainly by the coastal
location. Hopefully, the relationship we have with a specialized surplus lines partner will
provide a solution.”
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We insert words to “soften” the
. message whereas these words
create an impression:

Starting with Unfortunately — the listener will
> gy > - \ know that it’s bad news. Then, they focus on
P, i / \ “their” response to the bad news rather than

7 - “what” you are doing to help them.

Y > Words like “hopefully” and “I think” may reduce
g 1 - A the amount of confidence you are exhibiting.
Therefore, this may harm your credibility as
someone who is not definitive.

The Impression of Negative Words

Unfortunately Disagree Unclear Maybe
Hope Hopefully I'm Not Sure Perhaps
Ridiculous Senseless Unfair Honestly
Unrealistic 1 Don't Know Actually I'm Sorry
“I think...”
“I just...”
“I believe...”

14



Appealing
Convenient
Thanks!
Improve
You Will Like...
New
Positive
of Course
Financial Security

Yes | Can...

The Power of Positive Words

Appropriate
AFull Picture...
Genuine
Increase
Solve
Protect...
Promise
Results
Simplify

Unique

e c
Make This Easy! Great
Guarantee Good News
No Problem! Legitimate
Save Time Progress
Solution Peace of Mind
Proven Reduce Risk...
Safe Save
Straightforward Tested
Versatile Upside
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Your Assignment — Rewrite to a Positive Statement

Take a few minutes to rewrite your assigned sentence below. Raise your hand
when you have finished.

1 “Well, unfortunately, your loss history last year was problematic; therefore, | am sorry to tell you
that we will see a significant rate increase. The company you acquired has numerous risk concerns.

2 “Hopefully, we will be able to compete with the latest quote you have from another insurance
company. Honestly, | am surprised that you went shopping without calling me first.”

“Actually, we did discuss this already in our last meeting. Honestly, this is the best we can offer
given that your son had three accidents over the past year.”

44

v' Actionable Close!

Summary

v’ Use a descriptive subject line.
v' Impactful first sentence.
v' Keep the message brief and direct.

v’ Positive and persuasive wording.

45

15



Questions?
| . .
| | L% = ‘ g
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NEW LEVEL PARTNERS

Learning Solutions for the Insurance Industry

www.newlevelpartners.com

Connect with us on LinkedIn!
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