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In this annual report on Form 10-K (“Annual Report”), “Goosehead,” the “Company,” “GSHD,” “we,” “us” and “our”
refer to Goosehead Insurance, Inc. and its consolidated subsidiaries, including Goosehead Financial, LLC, together.

Commonly used defined terms

As used in this Annual Report, unless the context indicates or otherwise requires, the following terms have the
following meanings:

* Ancillary Revenue: Revenue that is supplemental to our Core Revenue and Cost Recovery Revenue, Ancillary
Revenue is unpredictable and often outside of the Company's control. Included in Ancillary Revenue are
Contingent Commissions and other income.

» Agency Fees: Fees separate from commissions charged directly to clients for efforts performed in the issuance
of new insurance policies.

* ASC 606 ("Topic 606"): ASU 2014-09 - Revenue from Contracts with Customers.
» Book of Business: Insurance policies bound by us with our Carriers on behalf of our clients.

» Best Practices Study: The industry group metrics are based on the latest date for which complete financial data
are publicly available such as a 2023 Best Practices Study containing 2022 industry data conducted by Reagan
Consulting and the Independent Insurance Agents & Brokers of America, Inc.

» Captive Agent: An insurance agent who only sells insurance policies for one Carrier.
»  Carrier: An insurance company.
»  Carrier Appointment: A contractual relationship with a Carrier.

» Client Retention: Calculated by comparing the number of all clients that had at least one policy in force twelve
months prior to the date of measurement and still have at least one policy in force at the date of measurement.

» Contingent Commission: Revenue in the form of contractual payments from Carriers contingent upon several
factors, including growth and profitability of the business placed with the Carrier.

» Core Revenue: The most predictable revenue stream for the Company, these revenues consist of New
Business Revenue and Renewal Revenue. New Business Revenue is lower-margin, but fairly predictable.
Renewal Revenue is higher-margin and very predictable.

» Cost Recovery Revenue: Revenue received by the Company associated with cost recovery efforts associated
with selling and financing franchises. Included in Cost Recovery Revenue are Initial Franchise Fees and Interest
Income.

* Franchise Agreement: Agreements governing our relationships with Franchisees.

* Franchisee: An individual or entity who has entered into a Franchise Agreement with us.
* GF: Goosehead Financial, LLC.

*  GM: Goosehead Management, LLC.

» Initial Franchise Fee: Contracted fees paid by Franchisees to compensate Goosehead for the training,
onboarding and ongoing support of new franchise locations.

* LLC Unit: a limited liability company unit of Goosehead Financial, LLC.
*  New Business Commission: Commissions received from Carriers relating to policies in their first term.

* New Business Production per Agent (Corporate): The New Business Revenue collected related to corporate
sales, divided by the average number of full-time corporate sales agents for the same period. This calculation
excludes interns, part-time sales agents and partial full-time equivalent sales managers.

* New Business Production per Agent (Franchise): The gross commissions paid by Carriers and Agency Fees
received related to policies in their first term sold by franchise sales agents divided by the average number of
franchise sales agents for the same period prior to paying Royalty Fees to the Company.

* New Business Production per Agency: The gross commissions paid by Carriers and Agency Fees received
related to policies in their first term sold by franchise sales agents divided by the average number of franchises
for the same period prior to paying Royalty Fees to the Company.

* New Business Revenue: New Business Commissions, Agency Fees, and New Business Royalty Fees.



New Business Royalty Fees: Royalty Fees received from Franchisees relating to policies in their first term.

NPS: Net Promoter Score is calculated based on a single question: “How likely are you to refer Goosehead
Insurance to a friend, family member or colleague?” Customers that respond with a 6 or below are Detractors, a
score of 7 or 8 are called Passives, and a 9 or 10 are Promoters. NPS is calculated by subtracting the
percentage of Detractors from the percentage of Promoters.

Offering: The initial public offering completed by Goosehead Insurance, Inc. on May 1st, 2018.
P&C: Property and casualty insurance.

Policies in Force: As of any reported date, the total count of current (non-cancelled) policies placed by us with
our Carriers.

Pre-IPO LLC Members: owners of LLC Units of GF prior to the Offering.
Referral Partner: An individual or entity with whom a sales agent establishes a referral relationship.
Renewal Revenue: Renewal Commissions and Renewal Royalty Fees.

Royalty Fees: Fees paid by Franchisees to the Company that are tied to the gross commissions paid by the
Carriers related to policies sold or renewed by Franchisees.

Substantial Ownership Requirement: the beneficial ownership (as such term is defined in Rule 13d-3 and Rule
13d-5 under the Securities Exchange Act of 1934, as amended) by the Pre-IPO LLC Members, collectively, of at
least 10% of the issued and outstanding shares of our common stock.

Total Written Premium: As of any reported date, the total amount of current (non-cancelled) gross premium that
is placed with Goosehead'’s portfolio of Carriers.

TWIHG: Texas Wasatch Insurance Holdings Group, LLC.

Unvalidated Producers: A metric used by Reagan Consulting describing agents whose production does not yet
cover their wages under their agency’s commission formula.



Disclaimer regarding forward-looking statements

We have made statements under the captions “Item 1. Business,” “Item 1A. Risk factors,” “ltem 7. Management’s
discussion and analysis of financial condition and results of operations” and in other sections of this Annual Report
that are forward-looking statements. In some cases, you can identify these statements by forward-looking words
such as “may,” “might,” “will,” “should,” “expects,” “plans,” “anticipates,” “believes,” “estimates,” “predicts,” “potential”
or “continue,” the negative of these terms and other comparable terminology. These forward-looking statements,
which are subject to risks, uncertainties and assumptions about us, may include projections of our future financial
performance, our anticipated growth strategies and anticipated trends in our business. These statements are only
predictions based on our current expectations and projections about future events. There are important factors that
could cause our actual results, level of activity, performance or achievements to differ materially from the results,
level of activity, performance or achievements expressed or implied by the forward-looking statements, including
those factors discussed under “ltem 1A. Risk factors.” You should specifically consider the numerous risks outlined
under “ltem 1A. Risk factors.”

” o« ” o« ” oW« ” o« ” o« ”

Although we believe the expectations reflected in the forward-looking statements are reasonable, we cannot
guarantee future results, level of activity, performance or achievements. Moreover, neither we nor any other person
assumes responsibility for the accuracy and completeness of any of these forward-looking statements. We are
under no duty to update any of these forward-looking statements after the date of this Annual Report to conform our
prior statements to actual results or revised expectations.



PART |
Item 1. Business

Company overview

We are a rapidly growing independent insurance agency, reinventing the traditional approach to distributing
personal lines policies throughout the United States. Our differentiated business model and innovative technology
platform have enabled us to deliver insurance customers a superior experience, as evidenced by our 92 Net
Promoter Score, which is 2.6x the 2022 P&C Industry Average according to Statista. To fully appreciate the value of
our model, there are three lenses with which you can view us — from the perspective of 1) the insurance buyer; 2)
the agent; and 3) the carrier.

Insurance buyer perspective

Insurance buyers desire to have the right coverage, based on their risk tolerance, at the lowest possible price,
written with a reputable company who will respond quickly and fairly when they need to file a claim — desires that we
believe only an independent insurance agent can fulfill. Clients want to accomplish this in a simple, fast, and
convenient way that leverages technology to make the client experience effortless. We have built a model that
combines a choice product portfolio, knowledgeable sales and service agents, and proprietary technology to deliver
on these expectations.

Choice product platform

Today’s insurance buyer expects choice; we believe that tomorrow’s insurance buyer will demand it. We believe that
most clients currently buying through single-product platforms are either over-paying or not properly covered
because 1) their current insurance company does not offer the appropriate coverage or 2) valuable coverages were
removed to make the pricing competitive. We are able to solve that by partnering with over 150 carriers and using
technology to shop for our clients and quickly identify the Carrier who is targeting their segment of the market. This
allows us to provide value by finding the right coverage at the lowest price, and to do so in one phone-call so that
the client does not have to spend hours shopping for themselves.

Knowledgeable sales and service agents

Our clients benefit from the value of having a knowledgeable agent explain and evaluate coverages to help the
client make smart insurance buying decisions. Clients will have vastly different insurance needs throughout their
lifetime, and our model allows us to serve them at every stage of life. While there are other independent agents who
also provide choice, we believe that they lack the scale, talent, and technology of Goosehead, leading to a poorer
client experience. Additionally, in contrast to the traditional insurance agency model, we separate the sales function
from the service function, thus enabling agents to focus on selling, and service personnel to focus on delivering
superior client service. This model has helped drive best-in-class net promoter scores for client service, nearly 2.6x
the 2022 P&C industry average according to Statista.

Proprietary technology

Independent agents typically are working on outdated technology platforms, leading to delays in insurance quotes
and very limited ability to interact with their client. We have leveraged our scale to empower our agents and now our
clients with technology that allows them to run quotes and place business quickly and accurately. After signing their
documents electronically, clients can engage with Goosehead’s industry leading service team via phone, text, online
chat, or email.

Our choice model, superior sales and service agents, and proprietary technology have led to 86% client retention
during 2023, which we believe is among the best in our industry.

Goosehead's Digital Agent, a proprietary online quoting platform, allows clients to shop their home and auto
insurance rates with top carriers. The Digital Agent combines millions of data points, which includes Goosehead's
proprietary quoting data over hundreds of thousands of transactions from 20+ years of experience, to bring clients
actual quotes specific to their needs. Clients can then bind these quotes through a short call with one of our local
licensed agents with expertise in the client's specific market. All client data is treated confidentially with the client's
privacy and security top of mind. Goosehead does not sell or share the client's data without the client's permission.

Agent perspective

Among the three largest captive insurance companies, State Farm, Farmers, and Allstate, there are over 50,000
agents in the United States, and these agents face some acute pain points in their businesses. First, only having



one carrier to sell leads to lower close rates and client retention as these companies lack options to move the
business to another Carrier. In addition, many agents will lose their ability to write certain lines of business in some
areas due to underwriting rules from the carrier — this is especially true after a catastrophic loss in the agent’s city or
county. Low close rates are also due to the agents’ outdated and ineffective marketing playbook. They typically pay
for expensive retail store-front locations and spend significant amounts of money on paper mailers and internet
leads. This broken marketing model leads to high overhead costs and limited success. Additionally, these captive
agents are working on outdated technology platforms and many have no economic interest in their book of
business. Finally, and most importantly, these agents are responsible for processing all of their client’s service
needs in house; the more successful they are at sales, the quicker their growth stalls because of the time necessary
to manage customer service work.

When agents join Goosehead, they immediately get access to sell a wide array of carriers so that they have product
to accommodate most clients, which drastically improves close rates. Instead of expensive retail space and
spending money on ineffective marketing strategies, they follow our proven go-to-market strategy by developing
Referral Partner relationships. This strategy allows them to spend much less on marketing and can yield dozens of
high-quality clients referred directly to them, driving higher levels of productivity. All policy fulfilment and servicing is
handled by our centralized service team, which retains our clients at 86%, unlocking the agent’s time to focus on
new sales.

Our 14 corporate-owned offices and 300 corporate sales agents serve as the blueprint for what is possible in the
Goosehead model, and our corporate agents provide critical training and support to help the franchise agents reach
their full potential. We have proven that this system delivers superior results as demonstrated by agents, who with a
few years tenure, are 2.8x more productive than industry best practice according to Reagan Consulting's 2023 Best
Practices Study.

In addition to recruiting current insurance agents with a superior value proposition, we are also bringing in sales and
marketing savvy professionals who are attracted to the recession-resistant and residual economics offered by a
career in insurance. The value and opportunity we provide to agents has led to our rapid growth to 1,226 operating
franchise locations.

Carrier perspective

Insurance carriers are seeking profitable growth, and their focus is on maximizing the ratio of client lifetime value to
acquisition costs. Carriers who distribute through independent agents have lots of complexity and costs dealing with
thousands of independent representatives with no standard training, different levels of expertise, and no quality
control functions. Working with Goosehead allows them to have scale distribution with a single point of contact.
Goosehead handles all training and enforces standards through a centralized quality control team. Because
Goosehead can provide profitable growth without complexity, it has earned special product access in geographies
where Carriers have heavily restricted capacity, and higher commissions than what agents normally earn. Our 2023
average commission rate on new business premium was 14% and on renewal business premium was 13%.
Commission rates can vary across Carriers, states and lines of business, and typically range from 10% to 20%.
Many “insuretech” carriers saw the complexity of working with traditional agents and have sought to build models
that eliminate the role of the agent. As they have grown, many have realized that the market still prefers to work with
an agent (according to the Independent Insurance Agents & Brokers of America, Inc.), and that Goosehead allows
them to reach that segment of the market without all the traditional complexity. We now distribute for many of the
insuretechs, increasing the breadth of our product portfolio. Distributing through Goosehead allows Carriers to see
higher retention rates and have a better client experience when compared with other distribution channels,
increasing the client lifetime value for the carrier. This value enables Goosehead to have a very competitive carrier
portfolio, ensuring that clients find the best solution, and increasing agents’ close rates.

By delivering a better client experience, offering a more compelling business opportunity to agents, and driving
more value to carrier partners, we have seen growth as reflected in our financial performance. Total Written
Premium, which we believe is the best leading indicator of future revenue growth because it drives our future Core
Revenue and gives us potential opportunities to earn Ancillary Revenue in the form of Contingent Commissions,
grew 34% to $3.0 billion from $2.2 billion in 2022. This growth has been driven by several factors including (1) our
team’s ability to recruit talented agents to our platform; (2) our agents’ leveraging of Goosehead's sales blueprint
and proprietary technology leading to higher levels of productivity in winning new business; and (3) our service
centers’ ability to retain renewal business. Furthermore, we are profitable.

Our Go-to-Market Strategy

Our business model allows both our corporate and franchise sales agents to concentrate on sales and marketing
activities related to acquiring new clients and issuing new policies, thus growing New Business Revenue and



Renewal Revenue more rapidly than in other systems. Their primary marketing efforts are focused on establishing
referral relationships with other financial services providers in their communities using our proprietary marketing
strategy. We do not compensate Referral Partners for leads, but rather rely on our servicing capabilities to generate
repeat business.

Goosehead’s Digital Agent provides a best-in-class way to shop for and buy personal insurance — allowing
consumers to find the right coverage at the best price.

The platform provides a simple, transparent, and efficient way to get insurance quotes. With as little as three data
points — name, address, and date of birth — the proprietary tool arms consumers with accurate home and auto
quotes from a variety of A-rated insurance companies in less than two minutes and connects them with a
knowledgeable agent to complete the purchase process.

The Digital Agent, available across the U.S., is powered by key data integrations and a proprietary database. It
automatically populates information about consumers’ homes and vehicles during the quoting process and
combines that information with millions of data points from two decades worth of Goosehead's expert agents’
quoting decisions and accumulated experiences.

Our model, which allows agents to focus on New Business Revenue, is highly differentiated from the traditional
insurance agency model. In the traditional agency model, agents are responsible for both new business and
ongoing service. The burden of providing ongoing service distracts from the ability to acquire new clients, and
ultimately limits an agent's opportunity for growth. Our agents are freed from the burden of ongoing service, and as
a result, both corporate sales and franchise agents are substantially more productive than top performers in our
industry as it relates to new sales. Compared to the 2023 Best Practices Study, which uses 2022 industry data, in
2023 and 2022, corporate sales agents with more than three years of tenure averaged 2.8x and 2.9x as much New
Business Production per Agent, respectively, as the industry best practice. Franchise sales agents with more than
three years of tenure averaged 1.8x in 2023 and 1.8x in 2022 as much New Business Production per Agent
(Franchise) as the industry best practice.

2023 New Business Revenue per agent by tenure ($000s)

$o08 $101
563
S46
536
Corporate Agents Franchise Agents Industry Best Practice

<3 Years M3+ Years

Source: Internal data for 2023; Carrier provided information; Reagan Consulting 2023 Best Practices Study (using 2022 data)

(1) Represents industry best practice per Reagan Consulting; does not include Unvalidated Producers; most industry agents have tenures
significantly longer than 2 to 3 years.

We believe our agent productivity compares even more favorably to the industry than the Best Practices Study
would imply because the Best Practices Study excludes Unvalidated Producers. If the Best Practices Study
included Unvalidated Producers, our New Business Production per Agent outperformance would be even larger.

In 2023, New Business Production per Agent in corporate sales was $73 thousand for agents with less than 1 year
of tenure and $118 thousand for agents with more than one year of tenure. Including all producers in franchise sales



in 2023, New Business Production per Agency was $38 thousand for franchises with less than 1 year of tenure and
$88 thousand for franchises with more than one year of tenure.

Corporate sales

Corporate sales consists of company-owned and financed operations with employees who are hired, trained and
managed by us. Corporate sales also serves as a research and development department, where we develop best
practices and beta test new technology before implementing system-wide. Additionally, our corporate sales function
serves as an invaluable support network for our franchise sales function, providing sales coaching and mentoring
for Franchisees. The majority of candidates are sourced through a combination of on-campus recruiting, employee
referrals and highly targeted internet recruiting campaigns. Our recruitment team seeks candidates with strong
communication skills who display a high aptitude for learning new concepts, are motivated by professional and
financial incentives and display the ability to succeed in a team-oriented environment. After the recruitment team
has selected candidates, they are placed into a training class that lasts approximately two weeks. All agents are
required to become fully licensed P&C agents prior to training.

The combination of hiring highly motivated and talented individuals, giving them proper tools and training and
removing the burden of ongoing client service allows our corporate sales agents to become significantly more
productive than average personal lines agents. Compared to the 2023 Best Practices Study, corporate sales agents
with more than three years of tenure averaged 2.8x as much New Business Production per Agent (Corporate) as
the industry best practice.

In corporate sales, we generate Core Revenue in the form of Renewal Commissions, New Business Commissions
and non-refundable Agency Fees charged directly to clients for efforts performed in the issuance of new insurance
policies. We also generate Ancillary Revenue in the form of Contingent Commissions from Carriers related to the
overall growth and loss performance of the Book of Business we have placed with them. Corporate sales is
comprised of employed sales agents located in 11 sales offices across Texas, lllinois, Colorado, Ohio, Nevada,
Florida, and North Carolina. As of December 31, 2023, we had corporate sales offices operating in the following
locations: Westlake, Texas; Irving, Texas; Fort Worth, Texas; Houston, Texas; The Woodlands, Texas; Austin, Texas;
Rosemont, lllinois; Charlotte, North Carolina; Englewood, Colorado; Orlando, Florida; and Columbus, Ohio.

In 2022, Goosehead began transitioning top corporate sales agents into franchise ownership. These highly
successful corporate agents have performed well as agency owners. Owning a Goosehead franchise has become
a viable and lucrative career path for top agents, which we believe helps Goosehead recruit top talent in the
industry.

Franchise sales

Franchise sales consists of operations that are owned and managed by Franchisees. This distribution is composed
of Franchisees and sales agents that they hire as employees in their franchised businesses. Our Franchise
Agreement has a ten-year term and governs the terms under which we operate together, defining, among other
things, the Initial Franchise Fee, Royalty Fees and other costs a Franchisee pays. Franchisees have contractual
rights to revenue related to the Book of Business during the term of their agreement, but we retain ultimate
ownership over the policies written in each franchised business. These Franchisees have a contractual relationship
with the Company to use our processes, Carrier Appointments, systems, and back-office support team to sell
insurance and manage their business. In exchange, the Company is entitled to an Initial Franchise Fee and ongoing
Royalty Fees. Our franchise sales function primarily recruits agents with prior business or industry experience. Our
franchise sales function has a unique value proposition to experienced agents who understand the limits and pain
points of the traditional agency model:

* Franchise owners and their sales agents gain access to products from multiple Carriers in their markets,
allowing the agents to better serve their clients and Referral Partners by providing choice. Captive Agents
typically can only sell products from one Carrier.

* Franchise owners and their sales agents can leverage our service centers to handle service requests and
process renewals. Most traditional agencies require their agents to handle client service and renewals which
diminishes the time they can devote to winning additional new business and growing their agencies. Traditional
agencies can become the victims of their own success as their increasing service burden crowds out time to sell
new business.

* Franchise owners and their sales agents use our well-established and proprietary sales processes to win new
business. Franchise sales agents are trained side-by-side with corporate sales agents to leverage our training
program, to acquire product and Carrier knowledge and to utilize our technology and back office support. Our
corporate sales function continues its investment in the success of our franchise sales well past initial training in



the form of ongoing sales coaching and mentoring. The corporate sales function also serves as fertile recruiting
ground for future regional territory managers within our franchise support team.

» Franchise owners benefit from lean startup costs as they do not require additional employees or a retail location
to launch their agencies. Captive Agents are often required to immediately hire two to three additional
employees as support staff, lease a storefront location, and contribute a specific percentage of revenue toward
an advertising budget. Further, most fixed costs in a traditional agency (e.g., administrative costs, technology
fees, training expenses and service costs) are diminished or eliminated in our franchise sales due to
Goosehead’s scale, and we expect that fixed costs will continue to decrease as franchise sales grows.

« Franchise owners own an economic interest in their Books of Business.

The recruiting team seeks applicants who have demonstrated a strong capacity to win new business and a desire to
own their own business. Our recruiting efforts have helped us create a franchise pool which is significantly more
productive than most personal lines agents. Compared to the 2022 Best Practices Study, franchise sales agents
with more than three years of tenure averaged 1.8x as much New Business Production per Agent (Franchise) as the
industry best practice.

In franchise sales, we earn Core Revenue in the form of New Business Royalty Fees and Renewal Royalty Fees
generated by the franchise location. New Business Royalty Fees are set in the Franchise Agreements at 20% of
commissions and Agency Fees received during the first term of the policy, and 50% of commissions every term the
policy is renewed, including if the policy renewal is with a different carrier.

Cost Recovery Revenue consists of non-refundable Initial Franchise Fees, which compensate us for the training
and onboarding efforts to launch a new franchise location, and Interest Income related to Franchisees that elect the
payment plan option for their Initial Franchise Fee. Ancillary Revenue consists of Contingent Commissions and
Other Income.

We started franchising in 2012 and have since expanded rapidly. Premiums in franchise sales grew 37% during
2023. As of December 31, 2023, we have 1,415 total franchises, including 1,226 franchises operating and 189 in
implementation, a 33% decrease in total franchises and a 13% decrease in operating agencies in 2023 compared to
2022. We have franchise locations either operating or signed in the following states, which cover over 99% of the
US population:

Geographic footprint Operating agencies
State December 31, 2023
Texas 297
Florida 85
California 79
' lllinois 52
_ Michigan 50
Pennsylvania 49
North Carolina 46
Georgia 42
Louisiana 39
Colorado 35
Virginia 35
New York 34
h ! Maryland 34
Missouri 34
Other 315
Total" 1,226

Profitability of Corporate and Franchise Sales

Both corporate sales and franchise sales generate New Business Commissions and Agency Fees for efforts in
identifying, placing, and making effective insurance coverage on behalf of our customers. The Company earns
100% of New Business Commissions and Agency Fees generated by corporate sales and incurs fixed and variable
compensation and benefits for corporate sales agents as well as other fulfillment and administrative costs. The



Company also earns and records New Business Royalty Fees revenue equal to 20% of the New Business
Commissions and Agency Fees generated by franchise sales and incurs fixed and variable fulfilment and
administrative costs.

Each subsequent term that a policy renews, both corporate sales and franchise sales generate Renewal
Commissions by assisting the customer to make effective a renewal policy that satisfies the customer’s current
insurance coverage needs. The Company earns 100% of Renewal Commissions generated by corporate sales and
incurs fixed and variable compensation and benefits to corporate sales agents, which compensation is typically half
the cost of New Business Commissions, as well as other fulfilment and administrative costs. The Company also
earns and records Renewal Royalty Fees revenue equal to 50% of the Renewal Commissions generated by
franchise sales and incurs fixed and variable fulfillment and administrative costs.

As illustrated in the charts below, the Company’s earnings rate on commissions generated by corporate sales
remains constant at 100% of the commission amount for each term a policy remains in force, while its earnings rate
on commissions generated by franchise sales increases by 150% from the initial term of the policy to the first
renewal term. This increase in earnings rate from the initial term to the first renewal term results in built-in revenue
growth for retained franchise sales. The earnings rate then remains constant for all subsequent terms a policy is
renewed for both corporate and franchise sales.

Corporate Sales Revenue Franchise Royalties Revenue

100% Constant 100%

150% 50% Constant 50%
increase .~ mmmme—— >
|ncrea.f:°.,
’
’
20% /’
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Our Service Centers

Both corporate sales and franchise sales are supported by our client service centers. Our service centers are
staffed by fully licensed property and casualty service agents, who provide fulfillment and quality control services for
newly issued insurance policies, accounting services and ongoing support services for clients. Ongoing support
services for clients include: handling client inquiries, facilitating the claims process with Carriers, accepting premium
payments and processing policy changes and renewals. Our service agents are also focused on selling additional
insurance coverages to clients, which result in additional New Business Revenue.

Our four separate service centers provide us with the ability to cover the U.S. time zones more broadly, and the
ability to better manage business continuity risks. WWe manage our service centers with the goal to maximize NPS,
which we believe maximizes retention. This differentiated level of service has enabled us to earn an NPS of 92 in
2023, a modest increase from 90 in 2022, greater than highly regarded brands like Ritz Carlton and Nordstrom and
2.6x the 2022 industry average, according to Statista. Our high degree of client satisfaction drove our 86% Client
Retention rate during 2023, which we believe to be among the highest in the industry. Our retention rate is even
stronger on a premium basis. In 2023, we retained 101% of the premiums we distributed in 2022. Our premium
retention rate is higher than our Client Retention rate as a result of both premiums increasing year over year and
additional coverages sold by our service team. By maintaining this strong level of Client Retention, we are able to
generate revenue that is highly predictable and recurring in nature.

The combination of expanding total producer count, leveraging technology and maintaining our commitment to
service led to revenue growth of 25% and Total Written Premium growth of 34% in 2023. As of December 31, 2023,
our 10-year Total Written Premium CAGR was 44% and our 5-year premium CAGR was 42%.
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Industry trends

We primarily compete in the United States personal lines insurance distribution industry. Personal lines products
typically include home, auto, umbrella, motorcycle, flood and recreational insurance. We compete for business on
the basis of reputation, client service, product offerings and the ability to tailor our products to the specific needs of
a client. There are principally three types of businesses that sell personal lines products:

* Independent agencies (39% personal lines market share in 2022 according to the Independent Insurance
Agents & Brokers of America, Inc.). Independent agencies are “independent” of any one Carrier and can offer
insurance products from multiple Carriers to their clients. There are approximately 40,000 independent
insurance agencies in the United States, according to the 2022 Future One Agency Universe Case Study. Many
of the largest insurance agencies, such as Aon plc, Arthur J. Gallagher & Co., Brown & Brown Inc., Marsh &
McLennan Companies, Inc. and Willis Towers Watson plc, focus primarily on commercial lines. We believe that
we are one of the largest independent insurance agencies focused primarily on personal lines.

» Captive Agencies (35% personal lines market share in 2022 according to the Independent Insurance Agents &
Brokers of America, Inc.). Captive Agencies sell products for only one Carrier. The Carrier compensates the
Captive Agency through sales commissions based on premiums placed on behalf of clients. The Carrier also
provides the Captive Agency with operational support including advertising and certain back office functions.
The largest Captive Agencies in the United States include Allstate Corporation, State Farm Mutual Automobile
Insurance Company and Farmers Group, Inc.

» Direct distribution (26% personal lines market share in 2022 according to the Independent Insurance Agents &
Brokers of America, Inc.). Certain Carriers market their products directly to clients. Historically, this strategy has
been most effective for targeting clients who require auto insurance only, with clients seeking bundled solutions
relying on advice from independent and Captive Agents. The largest Carriers that sell directly to clients include
Berkshire Hathaway Inc. (via GEICO Corp.) and Progressive Corporation. Berkshire Hathaway and Progressive
also distribute through independent agencies, including GSHD.

Personal lines insurance agents generate revenues through commissions, which are calculated as a percentage of
the total insurance premium placed on behalf of clients, and through fees for other related services. Premiums in the
personal lines insurance market have grown consistently with underlying insured values and the overall economy.
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Premium pricing within the P&C insurance industry has historically been cyclical, based on the underwriting capacity
of the insurance industry and economic conditions. External events, such as terrorist attacks and man-made and
natural disasters, may have significant impacts on the insurance market. We use the terms “soft market” and “hard
market” to describe the business cycles experienced by the industry. A soft market is an insurance market
characterized by a period of declining premium rates, which can negatively affect commissions earned by insurance
agents. A hard market is an insurance market characterized by a period of rising premium rates, which, absent other
changes, can positively affect commissions earned by insurance agents.

Our Competitive strengths

We believe that our competitive strengths include the following:

Highly motivated producers in corporate sales. The agents in corporate sales are fundamentally different than
the typical agents in the personal lines industry. Substantially all of our agents are recent college graduates,
whereas 61% of personal lines agents in the industry are over 50 years old, according to the 2022 Future One
Agency Universe Case Study. This gives us a significant advantage both in the short- and long-term. In the
short-term, our agents have proven to be especially adept at learning new techniques and mastering new
technologies. This has enabled our agents to generate approximately 2.8x as much new business as top
performing personal lines agents after three years, according to the 2023 Best Practices Study. Over the long-
term, we believe these factors will enable us to avoid the shrinking workforce challenges that many of our
competitors face and win an even larger market share from other agencies. According to Independent Insurance
Agents & Brokers of America, Inc., 25% of independent agencies anticipate a change of control within the next
five years. We believe an aging industry workforce will create significant disruption in the personal lines
distribution industry, and we will be in a position to win displaced clients. Additionally, our corporate sales agents
view the success of franchise sales as a potential catalyst to their career trajectories. The support structure that
our corporate sales agents provide 