
How AI Search is redefining 
trust in the Insurance buying 
journey
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What Insurance Agencies need to know about visibility, 
credibility, and customer experience



Insurance Search Rank Expert
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Meet Rich Mackoy



How many of you 
think you appear 
in AI search results? Who thinks 

AI search 

results even
 matter? 

Aren’t they t
he same 

as Google re
sults? 
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Why AI matters to insurance today

1.9B

53%

2B

7%

Gen AI app downloads have reached 1.9 
billion, up 319% from the previous year

Gen AI users are between the ages 
of 18 & 34

Referral traffic from Gen AI platforms 
has climbed to 2 billion visits, which is a 
778% year-over-year increase

Gen AI traffic goes to transactional 
sites, two percentage points higher 
than Google
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Appearing in AI search results
is becoming increasingly crucial.

52%
Currently, more than 
half of U.S. adults 
(52%) are utilising 
tools like ChatGPT to 
find answers online. 

22%
Only 22% of 
marketers are 
currently tracking 
visibility in AI tools like 
ChatGPT or Gemini.

82%
Of consumers say AI 
search is more helpful 
than traditional 
engines.
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Consumers are asking, 
not searching

Fewer agencies are being 
surfaced

Trust is being evaluated 
before the first conversation

The Insurance 
buying journey 
has quietly 
changed
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How Consumers Actually Choose Agencies Today

Discovery ->  Evaluation ->  Trust 
AI compresses the decision process — trust signals matter sooner.

Ask

Compare
Validate

Contact

+



AI summarizes instead of listing

AI filters instead of browsing

AI favors consistency, credibility, 
validation

What AI changes (without consumers realizing it)

AI doesn’t change what matters—it changes 
what’s visible.
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Consistent business information

Recent, authentic reviews

Third-party validation

Trust signals decide who gets surfaced

Trust is now a ranking mechanism

Clear professional identity
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Great service ≠ Digital visibility

The invisible problem for high-performing agencies

Often, those 
experiences are:

Offline

Unstructured

Inconsistent

Invisible to AI

Many agenc
ies 

deliver ex
cellent 

experience
s
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Customer Experience is fragmented by design

Where CX breaks down operationally

Different t
eams own 

different 
moments Feedback

 is anecd
otal 

or delayed
No system of record

 

for experi
ence
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Reputation is lagging indicator

Reviews don’t just create trust. 
They reveal it!

Online Reputation reflects
internal experience 
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Customer Experience now impacts 
whether you’re found

CX has become a discoverability problem

CX
Trust 
signals

Visibility Choice
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Negative reviews happen.

Negative Reviews 

Need to 

operationa
lize 

positive fe
edback
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The zero click customer

Sarah’s S
tory

What is a zero click 
customer?
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Consistency over novelty

Structure over anecdotes

Feedback as data

What agencies should focus on (not AI tools)

Adapting without chasing technology

Trust as a system, not a campaign
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Agencies already run on systems 
and workflows

CX connects operations to perception

Trust outcomes are shaped by 
operational discipline

What this means for users

Why this matters in a modern 
agency environment
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Experience is intentional

Feedback is continuous

Reputation reflects reality

The Agencies that will win

The future belongs 
to trusted, visible 
agencies
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“The agencies that win won’t be 
the most automated—they’ll be 
the most trusted.”

AI didn’t change 
trust—it made 
it non-negotiable



Q&A



Contact Info
Rich Mackoy
richard.mackoy@experience.com
925.587.8586 



Thank  you
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