
Nationwide’s Service Alliance 360SM program enables your agency to focus on revenue generating activity, while 
allowing your customers to access more experienced and licensed service professionals to handle their day-to-day 
personal lines insurance needs. As part of our value proposition, you can choose how you would like your PL 
policies serviced by Nationwide’s Personal Lines Service Solutions (PLSS) team.

Nationwide offers basic personal lines services free of charge, and the Service Alliance 360 program includes two 
additional tiers so you can choose the one that aligns with your agency’s model and goals. 

Below are answers to some frequently asked questions. If you don’t find what you’re looking for here,  
please connect with your PL sales leader. 

Q. How does SA360 benefit my agency?

A.. As a Service Alliance 360 agency, you will experience the following benefits:

• Positive financial impact – your agency’s Nationwide policies are serviced directly by Nationwide, 
allowing you to focus on revenue-generating activities in a cost-effective manner.

• We have extended hours of operation to service your Nationwide customers – Monday through 
Sunday, 8am-11pm Eastern. 

• Our services are available 7 days a week, 365 days a year. 

• The PLSS phone number will display on all customer output for Essential and Enhanced tiers,  
in addition to your agency phone number.  

Q. Wouldn’t it be cheaper for me to hire my own staff to service our policies?  

A.. You may find it more cost-effective to you to allow us to service Nationwide policies. In addition to salary 
and benefits, there are costs associated with hiring, training, managing and retaining staff. 

• Acting on behalf of the agency, PLSS will take care of the day-to-day service needs, so your agency 
staff can spend time generating new business and revenue. 

• Your customers get fast, personalized attention and responsive service. As a Service Alliance 360 
agency, calls from your agency and your customers will have priority routing.  

• Nationwide’s licensed associates receive specialized training with an emphasis on sales and 
relationship building.

• PLSS associates will reinforce the partnership your agency has with Nationwide by mentioning your 
agency’s name during the service interaction.  

• We will help customers navigate the self-service capabilities on Nationwide.com.  

• In the Enhanced tier,

• Our service professionals will contact your customers to complete post-bind PolicyCenter and 
trailing document follow-ups.  

• When customers call PLSS, our licensed associates will offer policy reviews and will identify and 
proactively offer cross-sell/upsell opportunities. 
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Overview

Q. What servicing levels are available from Nationwide for personal lines policies?  

A. In addition to free, basic services, Nationwide also offers two additional servicing tiers in the Service 
Alliance 360 (SA360) program. 

Basic — no fee Essential — 1.5 point fee Enhanced — 2 point fee

• Customer support after business 
hours1 and on weekends

• Support for problem resolution 
for billing questions and 
telematics inquiries

• Support for tasks an agency 
cannot perform on their system 
(for example, misapplied money, 
changing effective date) 

• Support for third-party calls is 
included at this time. Additional 
self-service capabilities are being 
developed to make it easy to 
update third-party information in 
the future.

• The agency phone number will be 
displayed on customer output, 
including billing statements and 
policy documents. Nationwide’s 
number will not be displayed. 

• Calls cannot be forwarded or 
transferred to PLSS

• PLSS will redirect your customers 
to your agency during normal 
business hours for the following:

• Cancellation requests

• Policy changes, such as add/
replace a vehicle, change a 
driver, add/remove discounts 
or change coverages

• Retention activities, such  
as conducting annual  
policy reviews

• General policy inquiries, such as 
coverage questions

Everything in Basic, plus  
the following:

• All policy inquiries, changes and 
cancellation requests will be 
handled by PLSS when either an 
agency, customer, or third-party 
calls Nationwide

• The PLSS phone number will be 
displayed on customer output, 
including billing statements and 
policy documents, to direct your 
customers to call PLSS. Your 
agency number will also  
be displayed.

• Agencies can forward and/or 
transfer phones for Nationwide 
servicing requests to PLSS  
during and after business hours 
and on weekends

• Monthly call statistics reports at 
the agency and subcode levels will 
be available on Agent Center

• Access to a relationship manager, 
who will be available to build 
relationships with agency staff and 
to resolve personal lines service 
challenges

• Agency staff and customers will 
have an accelerated issue 
resolution with a response time of 
24-48 hours

• Accelerated issue resolution for 
agency staff and customers, 
typically within 24-48 hours, 
Monday-Friday

• Your agency can register servicing 
preferences in Agent Center to  
best support your agency’s 
business model

Everything in Basic and Essential, 
plus the following: 

• Agency and customer calls will be 
routed to our most experienced 
and licensed Insurance Service 
Professionals (ISPs)

• Monthly reporting will also include 
call statistics supporting sales  
and retention activities for the 
SA360 program

• Nationwide will complete post-
bind PolicyCenter and trailing 
document follow-ups by  
reaching out to your customers  
for missing information  

• When customers call PLSS, our 
licensed ISPs will:

• Offer a review of coverages, 
discounts and premium changes, 
when applicable

• Review policies and proactively 
offer identified cross-sell/upsell 
opportunities2 

• Follow your agency preferences 
in Agent Center, including for 
cross-sell

1 Business hours are defined as 9:00 am until 5:00 pm local agency time, Monday–Friday.
2 Policies and coverages will be written on behalf of your agency at 100% new business and renewal commissions, less the applicable SA360 fee.
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Fees

Q. What does Service Alliance 360 cost?  

A. 1.5 points for the Essential tier

 2.0 points for the Enhanced tier

 Note: Personal Lines Elite agencies enjoy a 0.5% fee reduction, paying 1.0% for Essential and  
1.5% for Enhanced 

Q. How will I be charged going forward for business that Nationwide services on 
my behalf?

A. You will select which agency codes Nationwide services when you sign the Service Alliance 360 
addendum. The fee will be assessed on the total direct written premium for all agency codes included in 
the PL Service Alliance 360 addendum. The fee will be deducted from the cumulative commission owed to 
you at the end of each month and will be reflected on your Agency Pay Advice statement.

Customer/agency experience

Q. Are there any changes to self-service options because of Service Alliance 360?

A. There are no changes to Nationwide’s self-service capabilities. As a reminder, here is what is available:

• For your customers: nationwide.com, Nationwide mobile app and Nationwide’s interactive phone system

• For your agency: Agent Portal/Agent Center, PolicyCenter and Nationwide’s interactive phone system

Q. If I select the Basic option, what types of activities will I need PLSS to do for 
my agency because there is no self-service option?

A. There is a limited number of activities that an agency selecting free Basic services will need to contact 
Nationwide to complete. We continue to develop self-service solutions for both customers and agencies, 
so this list is evolving, but currently it includes:

• Adjusting misapplied money

• Changing effective date

• Overriding GIS

• Ordering policy documents not visible in PolicyCenter

• Billing questions and telematics inquiries

• Backdating a policy change beyond 44 days

• Reinstating a policy

Q. How will third-party calls be handled in the Service Alliance 360 program? 

A. When a third party contacts Nationwide about a customer’s policy, PLSS will provide appropriate details  
to them. Additional resources, such as the third-party website, are being enhanced to deliver improved 
services to third parties. 
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