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SolutionSM

Comprehensive integrated claims services, business process outsourcing
and consulting services for major product lines including:
 Property and casualty claims management,
 Workers compensation claims and medical management, and
 Legal settlement administration

Based in Atlanta, Georgia, Crawford & Company is the world’s largest
independent provider of claims management solutions to the risk
management and insurance industry as well as self-insured entities, with
an expansive global network serving clients in more than 70 countries.
The Company’s shares are traded on the NYSE under the
symbols
CRDA and CRDB. EOE
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Editor’s Note

“None of us is as smart as all of us.”
–Ken Blanchard

Each of us has had experience working independently and as a part of a team. Obviously
there are pros and cons of each. However, the overwhelming advantages awarded from
the hard work of a successful team are undeniable. The value of the team lies within the
concept that the successful application of collaboration, cooperation, and synergy will
lead to a result far superior than an individual effort.

Betsey Blimline

Editor, Today’s Insurance
Professionals Magazine

Even in the most synergistic teams, struggles and setbacks occur. But frequently new
ideas and solutions arise from differences of opinion. If individuals are courteous,
if conversations remain respectful and professional, if all members of the team
communicate with each other, then trust will develop and success will follow.
Successful teams don’t happen by accident. Commitment and some amount of struggle
are usually involved. The best teamwork happens when individuals harmonize their
efforts and work toward a common goal. But teams that go through the hardships of
FUHDWLQJDXQLÀHGJURXSDUHUHZDUGHGZLWKKLJKHUSURGXFWLYLW\IHZHULQWHUQDOVWUXJJOHV
and a more enjoyable work experience.
In this issue of Today’s Insurance ProfessionalsZHXQFRYHUWKHVSHFLÀFG\QDPLFVRI
successful teamwork from multiple perspectives; those of managements’ as well as
from those of the individual team members. We enjoy insights on the components of
successful teamwork from of a corporate coach, a CEO, an inspirational speaker, an
author specializing in business teams, a life coach and author, a German bestselling
author and international speaker, and more.
The next time you encounter a struggle or setback in a team environment, here is
a thoughtful quote to keep in mind:
“None of us is as smart as all of us.” –Ken Blanchard
Remember to visit our online community at www.insuranceprofessionals.org and
on our Linked In, Twitter and Facebook pages, as we enjoy….

…Connecting Members… Building Careers.
Betsey Blimline
Editor, Today’s Insurance
Professionals Magazine

4

Today’s Insurance Professionals® Winter 2014 Vol. 71 Issue 4

Today’s Insurance Professionals® Winter 2014 Volume 71 Issue 4

2014-2015
BOARD OF DIRECTORS

TODAY’S INSURANCE PROFESSIONALS STAFF

President rosalyn “roz” horton
rosalyn.horton@yahoo.com

Betsey Blimline
Editor

President Elect Debra Kuhne
Kuhne.debbi@yahoo.com

Beth Chitnis, CAE
Executive Director

Vice President Tish Riley
tish4iaip@gmail.com

Dimitri Papadimitriou
Art Director/Layout

Secretary Linda Luka
LLuka@WBMI.com

ADVISORY BOARD

RVP I Donna Varin
r1rvpdonna@yahoo.com
RVP II Brenda Lawhorn
bclawhorn@yahoo.com

Teresa Sheppard, Jacquie Long, Diane Felhner, Emily Huling,
Tish Riley and Robin Fawkes
Copyright© 2014 by National Association of Insurance Women (International)
dba International Association of Insurance Professionals (IAIP). All rights reserved. Reproduction in
whole or in part without written permission is prohibited.

RVP III Betty Curry
bettylcurry@comcast.net

All correspondence related to editorial, advertising or circulation of
Today’s Insurance Professionals® should be directed to:

RVP IV Miriam Rich
MAR@richlegalservices.com

IAIP, Attn: Marketing, 3525 Piedmont Rd., Bldg. 5, Ste. 300, Atlanta, GA 30305.
p: 1-800-766-6249 ext. 4 f: 404-240-0998 e: marketing@iaip-ins.org

RVP V Danny Douglas
ddouglas@anpac.com

Today’s Insurance Professionals® is a quarterly publication with a circulation of approximately 4,600.

RVP VI Beth Walters
bwalters@lubawc.com
RVP VII Angie Sullivan
angie.sullivan.c4u9@statefarm.com
RVP VIII Lauri Oakden
loakden@icwgroup.com
RVP IX Gail Welfringer
gail.welfringer@allstate.com

Today’s Insurance Professionals Volume 71 / Issue 4, Winter 2014 (ISSN 1538-0963)
is published quarterly by National Association of Insurance Women (International)
dba International Association of Insurance Professionals (IAIP),
3525 Piedmont Road, Building Five, Suite 300, Atlanta, Georgia 30305.
Subscription fee for non-members: $15, $25 – foreign, per year; single issue $5.
3HULRGLFDOV3RVWDJH3DLGDW$WODQWD*DDQGDGGLWLRQDO2IƓFHV32670$67(56HQGFKDQJHRI
address to: IAIP, 3525 Piedmont Road, Building Five, Suite 300, Atlanta Georgia 30305
Display advertising is available. For more information on rates and ad requirements,
call Marketing at 1-800-766-6249 ext. 4 or email at marketing@iaip-ins.org.
The ad closing date for the Spring 2015 issue is January 1, 2015.
To submit an article for Today’s Insurance Professionals, email the Editor at marketing@iaip-ins.org

Today’s Insurance Professionals® Winter 2014 Vol. 71 Issue 4

5

President’s Message
“Coming together is a beginning;
Keeping together is progress;
Working together is success”
–Henry Ford

When I came across this quote from
Mr. Ford I called to mind two occasions
where this would be applicable to me and
my fellow members:
7KHÀUVWLQDFNQRZOHGJLQJ0U)RUG·V
passive impact on my family, was the
opening of the Ford Motor Glass Plant in
Nashville TN. When the plant opened
in 1953 my father went to work with
a brand new workforce at the plant.
This was their “coming together” as the
majority had never processed molten
glass. Over the years there were several
changes to the procedures for producing
windshields. But the workforce continued
to “keep together” and “worked together”
to increase the quality of their product
DVZHOODVWKHHIÀFLHQF\ZLWKZKLFKLW
was produced. My father was a part
of this ongoing “team” for 30 years
until he retired 25 years ago. They
received several national awards for
their production of glass. He still feels
an allegiance and responsibility to his
Ford team and still attends his UAW
meetings every month. Given the right
circumstances and motivation a good
team will succeed.
The second has been more recent.
That would be the “coming together;
keeping together and working together”
of the leadership and members of IAIP.
What a team we make! Over the past
several years there have been numerous
changes in the way we portray ourselves
to the industry; how we manage our
business; the numerous new ways that
we communicate with our members;
and the new educational classes we
now offer. Some of these changes, as
6

with all changes, have presented their
challenges. But because of the dedication
and commitment of our team members
we are keeping together and working
together for a bigger and better future for
our association.

rosalyn (roz) horton
CIIP, PIAM

IAIP President 2014-2015

We have a new management team,
who work diligently with the leadership
team, who makes sure our association is
RQDVRXQGÀQDQFLDOIRRWLQJZKLOHVWLOO
giving members value for their dues.
Your leadership team works with the
numerous Task Forces and Committees
to improve/increase the educational and
networking opportunities for members
and their guests. We have also provided
numerous toolkits to make you more
LQIRUPHGDQGHIÀFLHQWLQOHDGLQJRU
participating on your teams.
Mr. Ford was a success, based on his
quote and history, so I say we have set
ourselves up for success as well. We
decided to “come together” and revitalize
our association. We will “keep together”
as there will always be new/better ideas
to explore. And, we will always “work
together” to set and achieve goals we see
as vital to success. Why? Because we are
committed and dedicated to the success
of the “team” we call International
Association of Insurance Professionals.

…Connecting Members… Building Careers.
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rosalyn (roz) horton
IAIP President
2014-2015

Paul Davis and Reliability

Many people say things. Few people deliver.
Everybody says, “You can count on us”–but can you?
Whether the loss is large or small, residential or commercial, your customers need
immediate response to begin the recovery process. With Paul Davis as a resource you
have instant access to our network of insurance restoration and reconstruction experts.
And our streamlined claims resolution is designed to make the claims process as
smooth as possible throughout every loss, every time. Our goal is to get your policyholders up and running as soon as possible.

At Paul Davis, the difference is not in what we say, but in how we perform.

1-800-722-1818
pauldavis.com

MITIGATION | RECONSTRUCTION | LOSS CONTAINMENT | COMMERCIAL | RESIDENTIAL
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Proven Management
Techniques That Work
in Any Business
by: Peder Johnsen

,GHQWLI\WKHŌ,QŴXHQFHUVōRQ<RXU)URQW/LQHV&(2$GYLVHV
In business, the only thing that matters
is what works, says Peder Johnsen, a
third-generation specialist in senior living
communities.
“The people in your company who are
dealing with your customers – the clerks,
the caregivers, the customer service reps –
are where the rubber meets the road,” says
Johnsen, CEO of Concordis Senior Living,
(www.concordisseniorliving.com), which
owns, operates and develops senior housing
communities.
“That’s why it’s essential for the company
OHDGHUVWKHPHQDQGZRPHQLQWKHRIÀFHV
that are often far from the front lines, to be
where the action is on a regular basis,” he
says.
Concordis’ specialties include managing
senior-living communities for other owners
and developers, an art it has perfected,
Johnsen says.
“We developed certain practices over the
GHFDGHVÀUVWE\EXLOGLQJDVVLVWHGOLYLQJ
communities and then by operating them,”
he says. “These practices work in any
business because they keep the leadership
actively involved in what’s going well – and
not – on the front lines, and provides a
system for regular communication through
all layers of the company.”
Johnsen offers these tips for management
that produces excellent results:
,GHQWLI\WKHLQÁXHQFHUVLQHDFKZRUN
group. As with most businesses, senior
living communities require teams of staff,
from administrators to housekeepers and
everyone in between. Within the various
groups that make up your business,
identify the key players – the people who
 LQÁXHQFHRWKHUV·EHKDYLRUZKHWKHURUQRW
 WKH\KROGDWLWOHRURIÀFLDODXWKRULW\0HHW
with them on a regular basis so you can
stay plugged in to what’s happening on
the front lines.
• Identify areas that need improvement.
Talk to them about systems and areas that
 QHHGWREHÀ[HGRYHUKDXOHGRU
eliminated, and about how team members

8

Today’s Insurance Professionals® Winter 2014 Vol. 71 Issue 4

are working together. They’ll often have
ideas for innovations. The idea is not to
look for people or problems to blame, but
to work together to develop solutions and
improve the team’s overall efforts.
“The information you get in speaking with
these key players is invaluable,” Johnsen
says. “There may be nothing at all wrong,
which is great, but these meetings give you,
the CEO or manager, the information you
need to constantly improve. It also reinforces
the message to employees that they and
their ideas are valued members of the team.”
• Figure out those “wildly important
goals.” You can have the best people in
 WKHÀHOGZRUNLQJIRU\RX\HWLIWKH\·UH
 QRWVSHFLÀFDOO\JXLGHGWRDFHUWDLQJRDO
they are putting their time and effort
toward an end that they’re assuming
is correct. CEOs and other upper-level
managers have the 30,000-foot view, so
it’s up to them to guide everyone
beneath them.
“Short-term priorities may change slightly
or drastically on a regular basis,” Johnsen
VD\V´<RXUWHDPPD\EHVHOIVXIÀFLHQWEXW
their vision is limited to their daily duties. If
they don’t know that a goal or objective has
changed, they can’t work toward it.”

About the Author

Peder Johnsen is the CEO of Concordis
Senior Living, www.concordisseniorliving.
com, which owns, operates and develops
senior housing communities. He’s a thirdgeneration assisted-living specialist whose
grandfather and father built one of the
ÀUVWFRQWHPSRUDU\VW\OH$/)VLQ)ORULGD
more than 30 years ago. Johnsen took over
administration of two small facilities at age
7RGD\KHUXQVWKHIXOOVSHFWUXPRI$/)V
²IURP´$/)OLWHVµZKHUHPRVWUHVLGHQWV
live very independent lifestyles but know
assisted-living services are available if they
should need them, to homes specializing
LQFDUHIRUUHVLGHQWVZLWK$O]KHLPHU·VDQG
dementia. He is an industry leader in staff
development and training, and has overseen
WKHGHYHORSPHQWDFTXLVLWLRQDQGÀQDQFLQJ
of several communities.
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by: Geoffrey James

10 Difficult Coworkers
and How to Cope With Them
GETTING ALONG WITH COWORKERS MOSTLY MEANS MINDING YOUR OWN BUSINESS, ACCORDING TO GEOFFREY JAMES, AUTHOR OF BUSINESS
WITHOUT THE BULLSH*T: 49 SECRETS AND SHORTCUTS YOU NEED TO KNOW. “HOWEVER, THERE ARE SOME COWORKERS WHO NEED A LITTLE
‘HANDLING,’” HE EXPLAINS. “IT’S NOT DIFFICULT ONCE YOU’VE SPOTTED THE BEHAVIORS.” HERE ARE 10 OF THE MOST DIFFICULT COWORKERS:
7KH:DIŴHU
:DIÁHUVVWXG\HYHU\WKLQJWRGHDWKDOZD\VVHHNLQJWKDWP\WKLFDO
single last bit of information that will make a decision into a noEUDLQHU,I\RXUSURMHFWKLQJHVRQDZDIÁHUHVWDEOLVKDGHDGOLQH
with a default if no course of action is chosen.

7. The Vampire
Workplace vampires suck all the energy out of the room by always
having a reason that something won’t work. Just as traditional
vampires avoid sunlight, workplace vampires avoid ridicule. Just
say: “Oh, you’re just being negative.” Then move on.

2. The Competitor
7KHFRPSHWLWRUGHÀQHVWKHZRUOGDVD]HURVXPJDPH+HDOZD\V
must feel that he’s won and that someone else has lost. To deal
with him, channel that competitiveness into helping his team
win (and somebody else’s team lose).

8. The Parasite
Parasites wait to see what ideas become popular and then
position themselves as the brains behind them. To thwart them,
always keep an “audit trail” of your contributions to a project in
the form of regular status reports.

3. The Dramatist
Dramatists (aka, drama queens) draw energy from the drama
they create because it makes them the center of attention.
Unfortunately, giving them attention only increases their
appetite, so your best bet is to ignore the histrionics until they
run out of steam.

9. The Genius
These are legends in their own minds who talk and talk about
their accomplishments but never seem to get anything done. To
work with them, lay out frequent (even daily) milestones, and
complain loudly to the genius’s boss when deadlines are missed.

4. The Iconoclast
Iconoclasts break even the most sensible rules (social and
business rules alike), just to show that they can get away with it.
To deal with iconoclasts, distance yourself from them as soon as
possible, both socially and organizationally.
5. The Droner
Droners are always ready to give a presentation—usually
one that everyone has heard before. To cope, try to avoid
any meeting to which a droner has been invited. If that’s not
possible, answer emails on your tablet or laptop under the guise
of “taking notes.”
6. The Frenemy
The frenemy pretends to be your biggest cheerleader but subtly
sabotages everything you do. Example: “You did so well in that
meeting that almost nobody noticed the typos.” Best strategy:
Cool the “friendship” and avoid them.

10. The Volcano
Volcanoes appear calm and cool but under the veneer is a roiling
cauldron of anger and bitterness, which will eventually explode.
Your best strategy: Be elsewhere when the volcano blows.
“Ultimately, the best way to look at irritating coworkers is with
a sense of humor,” says James. “Especially since your coworkers
probably think you’re pretty irritating sometimes, too.”

About the Author
$GDSWHGIURP%XVLQHVV:LWKRXWWKH%XOOVK W6HFUHWVDQG
Shortcuts You Need to Know by Geoffrey James. Geoffrey James
is a veteran business journalist who now writes a daily column
IRU,QFFRP+LVODWHVWERRN%XVLQHVV:LWKRXWWKH%XOOVK WZRQ
WKHIROORZLQJSUDLVHIURP3XEOLVKHUV:HHNO\´7KHDXWKRU·VSLWK\
and frank style matches his title…a quick, impactful primer
IRUDQ\RQHZDQWLQJWREHPRUHHIIHFWLYHRQWKHMREµ)RUPRUH
information, please visit www.geoffreyjames.com.
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by: Tish Riley

Leading Effective Teams by
Building Positive Relationships

This article is excerpted from “Building Better Teams by Building Better Relationships,”
a leadership course created by Tish Riley, CIIP, DAE, CLP, IAIP Vice President

It doesn’t matter whether you’re in a corporate leadership
position, chairing a volunteer committee or trying to organize a
family reunion, having a team that works well together makes
all the difference in the world. Building and maintaining good
relationships between team leaders and team members requires
effort on both sides. Here are some key ingredients team leaders
can employ for building those positive relationships:
Communication - In real estate, it’s location, location,
location. In relationships, it’s communication, communication,
communication. That doesn’t mean you should bombard
people with hundreds of emails and excessive meetings. Focus
on quality rather than quantity. Make your communications
timely, concise and valuable so that your team members know
what’s going on, what their part is in the big picture, have the
opportunity to ask questions and are encouraged to provide their
feedback.
10
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Leaders with poor communication skills frequently end up with
dysfunctional teams and poorly executed projects. If you’re
not being sincere and respectful in your communications, your
team members will have little incentive to give their best effort.
Communicating with honesty and respect helps leaders and team
members avoid many relationship pitfalls. And keep in mind it’s
not just what you say; it is how you say it. Your tone and body
language are just as important as your words. A smile doesn’t
make hurtful words less painful and praise isn’t uplifting if it is
given begrudgingly or combined with a put down.
Email and phone messages require even more skill in order to
keep the lines of communication open and effective. People rely
on the speaker’s tone of voice and facial expression to interpret
the message the speaker’s words are trying to convey. When the
audio or visual cues are missing, the recipient may interpret the
words based on their own emotions and expectations.

MP
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If you are concerned that an email may be taken the wrong way,
don’t be afraid to have someone else review it before you hit
“send” or consider delivering the message in person rather than
electronically.
Don’t Shoot Messengers – This may be an old adage but
what it conveys is still very relevant. When a leader blows
up at the team member delivering some bad news, it can
have several negative impacts. By taking out your anger or
frustration on the person delivering the information, you’re
being reactionary instead of dealing with the real issue at
hand. The person you’re taking it out on may not have had
anything to do with the problem but you’ve made them feel it’s
their fault which is demoralizing and unfair. That person may
also have had a solution to the problem but is now afraid to
offer it. By ‘shooting the messenger’ you’ve made your whole
team reluctant to be honest with you and you may miss out on
critical information in the future. If your team is afraid to talk
to you, it encourages them to talk about you, and not in a good
way. Eventually, if you shoot enough messengers you will be
left completely in the dark and will be the only one who really
doesn’t know what’s going on.
No one wants to hear disappointing news from their team but
it happens to everyone eventually. How the leader reacts to the
bad news can make a major difference in the future functionality
of the entire team. When someone brings you bad news,
don’t react immediately. Instead, take a deep breath and do
the following: 1) Actively listen to what the person is saying
rather than thinking about the response you’re formulating in
your head; 2) After you’ve listened to what they have to say,
ask yourself if you understand exactly what the issue is. If not,
calmly ask questions until you do; and 3) When you believe
you understand what has happened, restate the situation back
to the other person to make sure you are both on the same
page, e.g., “So, as I understand it, the printer will not be able
to complete the pamphlets in time for the meeting.” Once you
have established what the facts are you are in a position to start
working on solutions.
You can respond with a sense of urgency without being
reactionary. The difference is an urgent response is the result
of a logical thought process where being reactionary is an
emotional behavior and that’s when we tend to say things we
wish we hadn’t. Being reactionary when someone brings you
bad news is just counterproductive. If you’re reacting, you’re
not listening. If you’re not listening, you’re not getting all the
facts. If you don’t get all the facts, you can’t make truly informed
decisions. Remember, you can apologize but you can never erase
what has already be said (or emailed). Take that deep breath
and avoid having to be sorry for something later.
Ask Pertinent Questions – Contrary to popular belief, there
really are stupid questions. These are questions that you already
know the answers to or questions that really have no answers.
When leaders ask team members ‘stupid’ questions, they aren’t
doing it to get answers but rather to make themselves feel
superior and to demoralize the other person. Asking someone
“Why on earth did you do it that way?” when the result isn’t
what you wanted, is not a question looking for an answer. It is
intended to infer that the other person is stupid. That person is
now hurt and angry and is looking forward to telling their fellow
team members what a jerk their leader is. Obviously, this is not
a recipe for building good team relationships. Questions should
DOZD\VEHIRUWKHSXUSRVHRIJDLQLQJNQRZOHGJHDQGÀQGLQJ
solutions, not for pointing out someone else’s mistakes, catching
WKHPLQDOLHRUÁDXQWLQJRQH·VRZQVHQVHRIVXSHULRULW\

Assess the Needs and Abilities of the Individuals - Team
leaders end up disappointed when they assume that all
their team members are just as motivated, have the same
energy, available time, adaptability, skills, knowledge, etc., as
themselves. Everyone’s circumstances are different and effective
leaders respect their team members’ needs and abilities. By
learning how to recognize and work with these parameters,
leaders are able to bring out the best efforts of their team
members without turning them off or burning them out. This is
especially crucial in volunteer situations.
6SHQGWLPHXSIURQWZLWK\RXUWHDPDQGÀQGRXWZKDWWKHLU
skills are, what they like doing, what they do well, what training
or support they may need and what other commitments they
KDYHIRUWKHLUWLPHDQGHQHUJ\$JRRGÀWEHWZHHQWKHSHUVRQ
and the task is essential for effectively accomplishing goals.
Knowing these details will allow you to tailor your approach
with each person and to provide them with the support, training
and type of leadership style they need to succeed.
Once you have gotten to know more about your team members
and are ready to assign responsibilities, you need to assess
the needs and abilities of the individuals in relationship to the
tasks. Do they know how to do the job? Do they have the skills
EXWODFNFRQÀGHQFH"'RWKH\IXQFWLRQEHWWHUZLWKVWHSE\VWHS
instruction or when allowed to use their own methodology? Do
they need training? If you don’t know these things then you are
just guessing at their ability to successfully complete the tasks.
You may also need to reassess their needs and abilities when
tasks or responsibilities change. A team member may be a rock
star doing a particular task but if their assignment changes, they
may or may not be as successful with the new task. For example,
if you have someone on your team who is excellent at writing
proposals but is painfully shy when it comes to speaking to an
audience, they may fail miserably if they have to present one of
their great proposals to a group of clients. If you were aware of
this individual’s needs, you could either get them the training
they need to become comfortable speaking to a group or you
could have another team member do the presentations whose
skill set includes public speaking.
When people are in dysfunctional relationships, they react in
various negative ways; poor effort, passive/aggressive behavior,
sabotage, quitting, etc. As humans, we are motivated to give
our best effort when we feel good about the interpersonal
relationships in which we function. Bottom line, teams and
their leaders who communicate, respect and relate well with
each other are more likely to be successful because they are
functioning in positive relationships.

About the Author
7LVK5LOH\&,,3'$(&/3²+DYLQJEHHQLQWKHZRUNIRUFHIRU
years, including 20 years spent in various leadership positions in
WKHLQVXUDQFHDQGUHWDLOÀHOGV7LVKKDVH[SHULHQFHGDQGVWXGLHG
a wide range of leadership styles and teamwork dynamics. She
FUHDWHGWKHOHDGHUVKLSFRXUVH´%XLOGLQJ%HWWHU7HDPVE\%XLOGLQJ
%HWWHU5HODWLRQVKLSVµEDVHGRQKHUUHDOOLIHH[SHULHQFHVLQWHDP
relationships from the very best to the very worst. Tish is an
independent contractor specializing in personal lines underwriting
DQGLVWKHFXUUHQW9LFH3UHVLGHQWRI,$,3
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A Conversation with

by: Suzanne Z. LaVoy

Tom Crawford
7RP&UDZIRUGKDVEHHQLQWKHƓQDQFLDOVHUYLFHVVHFWRUIRURYHU
years and is considered one of the most successful executives in the
country. Currently Tom is the CEO for his own company, Crawford
Corporate Coaching in which Tom coaches C-level executives
and agency owners in the art of building successful business
environments using his proprietary Crawford Management System.
A problem solver and builder of companies, Tom had a major
impact at Allstate, CNA and Prudential, where he served
as President and CEO. In 1984, he built Southern Heritage
Insurance Company, a publicly held property and casualty
company which was bought by Geico in 1991. More recently
he was President and CEO of Crawford & Company, and
subsequently served as Chairman of the Board of Crawford &
Company until 2009.
When asked a number of questions about how to motivate,
PDQDJHDQGÀ[G\VIXQFWLRQDOWHDPV7RPSXOOHGRXWKLV
´À[HUDQGEXLOGHUµKDWDQGVSRNHRIKLVFXUUHQWDQGYDVWSDVW
experiences and the dynamics that affect outcomes. The
following are excerpts of that conversation.
When you begin working with a new team, what is the
ÀUVWWKLQJ\RXGRWRPRWLYDWHDQGLQVSLUHWHDPVWRZRUN
together?
One of the chief downfalls of leadership teams is that many have
no idea what the actual mission and vision of the company is or
how they can play a part in reaching those goals. A company’s
PLVVLRQVWDWHPHQWPXVWEHFOHDUGHÀQDEOHDQGPHDVXUDEOH,I
you can’t articulate it and you can’t measure it, how do you
know where you are headed and when you’ve gotten there?
Based on the vision of what the company strives to be, I
guide them in a process that helps them set their goals as an
organization. These ought to be stretch goals. Measurable goals
DGGUHVVHDFKNH\DUHDRIWKHEXVLQHVVIURPSURÀWDELOLW\WRVHUYLFH
level improvement. Each department and unit must know what
is expected and be able to measure their results. I usually start
by grouping the team leaders into three or four and have them
FRPHWRJHWKHUWRGHÀQHWKHPLVVLRQDQGYLVLRQ:KHQWKH
groups reconvene, they vote on the one that best describes where
they want to go. The agreement on the mission and vision gives
a framework for turning them into a cohesive unit and gives
them sense of ownership in the process.
What are some of the team dynamics that can derail or
impede progress?
It always surprises me when I come into a company and see the
lack of knowledge teams have of one another’s objectives and
accountabilities and how they merge into corporate results. If
one team appears to be unresponsive, perhaps it is because of
RWKHUSULRULWLHVÀQDQFLDOFRQVLGHUDWLRQVRUODFNRISHUVRQQHOWR
get the job done. If there is no communication between all of
the major teams, misunderstanding and teamwork is impacted
by rumor, suspicion and silo mentality.
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It has been my practice to have meetings with all team leaders
on a regular basis. Each team or department is given the
opportunity to share their objectives and how they will measure
progress toward those objectives - every month, without fail.
One thing that I impress upon all of the teams I work with is
this:
Knowledge is powerful;
Knowledge shared is more powerful;
Knowledge from the associate is the most powerful of all.
How do you turn dysfunctional teams into high performing
teams?
At different points in my career, I have inherited a team
with numerous problems and many of them revolve around
communication issues. So how do you mold the team into one
that has enthusiasm and the knowledge to perform at a high
level? It’s communication and training. Sounds simple, but
people want to know about the company, their department and
their own responsibilities, and if they are properly trained and
given the knowledge to do their jobs well, the enthusiasm and
productivity will follow.

MP

MANAGEMENT PERSPECTIVES

Tell me how you improved
communication.
No matter what level or functional
area, people want to do a good job
and everyone wants to be recognized
for their contribution to the team.
Open communication is essential to
accomplishing that end.
Remembering back to my days as a
supervisor, I conducted a daily, three to
ÀYHPLQXWHVWDQGXSPHHWLQJVWRWDON
DERXWWKHVWDWHRIZRUNÁRZDQGRXUJRDOV
for the day. As a manager I had weekly
meetings covering subjects of the day and
as a CEO I had monthly meetings that I
have replicated in every company I have
worked for, with great results.
Tell me about some of the experiences
you had in your career that gave you
insight into why a communication
process was needed.
The importance of both individual and
group meetings cannot be overestimated.
I clearly remember when I was a
member of a unit and the President
of the National Company came to the
UHJLRQDORIÀFH,ZDV\RXQJMXVWPDUULHG
and very excited with the thought that
I might see, maybe even meet or hear
what the President would say after

his meeting with “top management.”
After the meeting, he left. There was
no meeting or message to us at all. I
remember the disappointment and fear
that I felt. What was going to happen to
my job, our region? All of my thoughts
driving home that evening were negative,
just from lack of communication from
the top. After a few days, I found out
that there was nothing negative on the
horizon, but just think of what a missed
opportunity that was to give a brief word
of encouragement - that opportunity was
missed for lack of communication.
As a CEO for over 30 years when I visit
a remote location, I am committed to
giving a brief message, meeting every
employee, and thanking them for what
they do. Do not underestimate what
individualized communication can do for
a company, department or unit to build
loyalty, motivation and inspiration.
Training – how important is it?

consisting of courses and on-the-job
training. That’s right, quarterly! I didn’t
learn until later that this was not the
norm at all companies. Each quarter,
my supervisor would sit down with me
to go over the training plan and discuss
with me the agenda for the next quarter.
After becoming a supervisor, I became
responsible for the training plans for my
team members.
As I think back to my early years as a
team member, some of my concerns were:
1. Will I get training on how to do
my job?
2. Do I have the tools and equipment I
need to do my job?
3. What is my potential for advancement?
4. What do I have to do to get to the next
level – is there a game plan?
5. What are the pay ranges I might expect?

To me, it is on the same plane as
communication. Success does not come
without an investment in your associates.
My professional career was built on
the training that was given to me by
P\ÀUVWHPSOR\HU$OOVWDWH,QVXUDQFH
Company. Each employee in the Regional
RIÀFHKDGDTXDUWHUO\WUDLQLQJVFKHGXOH

6. How is my unit doing now?
7. How is the company doing?
8. Will I get a performance review and
will it impact my pay positively?
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that builds accountability, sets objectives, prepares action
plans to support those objectives and measures their success.
While I am prejudiced, this tool is not the only tool that can
be effective, but it must contain the accountability piece. If a
department head consistently misses deadlines, tries to confuse,
pass blame or cover for their lack of progress, it will be evident
to everyone that that person is not a contributor to the overall
success of the company and should be replaced, retrained or
transferred. Conversely it allows the unit supervisor to positively
communicate the successes of the department or unit.
What other tips do you have for working with teams?
One of the challenges facing a supervisor or manager is the
evaluation of a team member. A lesson I learned over the
years, and yes, even CEOs have to write performance reviews,
is to keep notes that will allow you keep up with performance,
attendance and other work related subjects. This will allow you
to give a more personal review and will enhance your ability to
write a more objective performance review.
The training I received helped me do my job and to progress
to other levels of responsibility including being placed in a
management development program that rotated me through all
of the departments of the company. This program, that lasted
four years, gave me the understanding and enough experience to
later build and run an insurance company from the ground up.
Management also needs to ensure that people have the right
tools to do a good job and achieve their objectives. In some
cases, that means putting the right technology into their
hands. Quite often that means providing the right training on
those tools to better develop them into ‘craftsmen.’ It is often
a challenge to provide the education to facilitate associate
development, but a necessary step nevertheless.
Training and communication, in short, were the keys to my
success. So it is simply amazing to me that some companies
will short-change both to save money, when in reality, customers
and clients will not be delighted with untrained unenthusiastic
DVVRFLDWHVGHOLYHULQJWKHSURGXFWRUVHUYLFH,WUHÁHFWVSRRUO\RQ
the company and ultimately the bottom line. Building a team of
competent people is key to building a successful company.
What about performance pay?
Each job from the CEO down to the mail room clerk should have
LGHQWLÀDEOHSHUIRUPDQFHVWDQGDUGVDQGHDFKMREVKRXOGKDYHD
performance and pay range assigned. When that is done you
have the key ingredients to develop highly motivated teams.

Make sure that your notes and performance reviews are
FRRUGLQDWHGDQGQRWLQFRQÁLFWZLWKWKHFRUSRUDWH+XPDQ
5HVRXUFHVÀOH&RRUGLQDWLRQZLWK+5LVLPSHUDWLYHWRNHHS
accurate and comprehensive up-to-date information. I have
found that keeping HR involved is essential. HR can be an
excellent vehicle for ensuring that the workforce embraces the
company’s philosophy and business principles and for helping to
create a cohesive work environment.
At the end of the day what you want is a successful business
environment. Some leaders fail to understand that success does
not just happen; it requires a common set of tools to develop
clear objectives at the individual, unit, department and company
levels.
My formula for success follows these simple and effective steps:
(VWDEOLVKDFXOWXUHLQZKLFKWKHDVVRFLDWHVFRPHÀUVW<RXU
customer satisfaction depends on them being well-trained,
motivated and enthusiastic.
2. Institute a strong communication program that impacts the
employees, clients and the general public.
3. Set up a plan that outlines corporate, department and unit
objectives with clear accountabilities.
4. Introduce a business system that becomes the language of
the company.
5. Measure EVERYTHING by company, department and unit.

Once you have solid communications strategies, established
training for each position and proper job standards, what
next?
What you need is a tool to pull together the information that
will allow supervisors to manage their unit, department or
company. The tool should be one that will encompass setting
objectives and establishing accountabilities as well as building
key measurements that will become the corporate language and
the communication tool within the units, departments and the
company as a whole.
I have implemented a management system into every company
that I have worked with or lead. It is a compilation of business
PDQDJHPHQWSULQFLSOHVÀQDQFLDODFXPHQDQGFRPPXQLFDWLRQ
strategies that result in the foundation of a management system
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6. Communicate, communicate, communicate.
Being a supervisor, manager or even a CEO is both challenging
and rewarding. If you treat other team members the way
you want to be treated, invest in your employees, give solid
communication, training and pay for good performance, you
should expect satisfaction and positive results from motivated
teams and a successful business environment.
Learn more about the services of Crawford Corporate Coaching
RQOLQHZZZFUDZIRUGFRUSRUDWHFRDFKLQJFRP
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Teamwork Perspectives of a Remote

Team Manager

Interview by Charles Wasilewski

AN INTERVIEW WITH AGENCY OWNER ED GILLMAN:
ŏ7($0662/9(352%/(0672*(7+(5Ő
Ed Gillman started his insurance agency, Gillman Insurance Problem Solvers (www.gillmanins.com) in 1993 in Alpharetta, Georgia. His
SHUVRQDJHQF\IRFXVHVRQVPDOOFRPPHUFLDODFFRXQWVDQGSHUVRQDOOLQHVDQGKDVFDUYHGRXWQLFKHVLQSKRWRJUDSKHUVQRQSURƓWVDQGZRUNHUV
FRPSHQVDWLRQ*LOOPDQSRLQWHGRXWWKDWRQHRIWKHJUHDWHVWLPSHGLPHQWVWRWHDPZRUNLVQRWEHLQJDEOHWRƓQGWKHULJKWWHDPPHPEHUV+H
cleared the obstacle using remote workers. Beth Wing, CIC, AU (see Teamwork Perspectives of a Remote Team Member interview in this issue)
joined the agency as a remote insurance professional provided by Work At Home Vintage Employees (WAHVE.com), which provides remote
RXWVRXUFHGVWDIIWRLQVXUDQFHƓUPV
:KDWLV\RXUGHÀQLWLRQRIVXFFHVVIXOWHDPZRUN"
6XFFHVVIXOWHDPZRUNLVÀUVWRIDOOZKHQHYHU\ERG\XQGHUVWDQGV
the goals and objectives and what their role is. The idea should
be that folks understand what their job is but they also need to
pitch in where needed. We’ve had a lot of that going on now. It
seems like the busier you are, the more teamwork you need.
:KDWEXVLQHVVQHHGVOHG\RXWRFRQVLGHUDUHPRWHZRUNHU"
We’re growing. We have a strategic plan in place to grow,
but you need talent to do it. Frankly, I’m not necessarily the
JUHDWHVW´KLUHUµLQWKHZRUOGLQEULQJLQJSHRSOHLQWRWKHRIÀFH,
understand my limitations. WAHVE was a good viable solution.
:$+9(DFWXDOO\YHWVWKHWDOHQWÀUVWXQGHUVWDQGLQJZKDW,
was looking for and then matching us up and then doing it in
an environment I’m actually pretty comfortable with, which is
offsite, remote, self-motivated, self-directed folks.
:KDWZDV\RXUYLHZSRLQWRQUHPRWHZRUNSULRUWRKLULQJD
:$+9(UHPRWHZRUNHU"
We have been on TAM Online now for seven to eight years. I
KDYHDUUDQJHPHQWVLQP\RIÀFHIRUÁH[VFKHGXOHVVRIRONVFDQ
work from home when they need to. I travel a lot so I am always
connected whether by cell or iPad, etc. I am more than OK with
the idea of remote workers. You have to have the right kind of
LQGLYLGXDOWRPDNHLWZRUN7KDW·VWKHNH\,W·VDKXJHEHQHÀW
from the employee standpoint.
'LG\RXKDYHWRRYHUFRPHREMHFWLRQVIURPRWKHUWHDP
PHPEHUVZKHQ\RXKLUHGDZDKYHHPSOR\HH",I\HVZKDWZHUH
WKHREMHFWLRQVDQGZHUHWKH\HYHUYDOLGDWHG"
No because I was already getting the max level of frustration
in the quality of folks that were coming through. My other
employees were not happy having to rely on unreliable people.
So they knew a solution had to be found. I have a staff of ten
SHRSOHLQFOXGLQJWZRZDKYHV,LQFRUSRUDWHSHRSOHLQP\RIÀFH
in the hiring process. I think culture is almost more important
than the work that’s being performed. Because you can have
great work but bad culture and it’s going to end up not being a
good situation.
+RZZDVWKHWHDPG\QDPLFDIIHFWHGZKHQ\RXDGGHGD
ZDKYHHPSOR\HHWRWKHWHDP":KDWNLQGRIRXWFRPHGLGWKLV
SURGXFH"
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It’s an evolutionary process. In the beginning it was independent
ZRUNDQGDVZHUHÀQHGKHUUROHVDQGUHVSRQVLELOLWLHVLWEHFDPH
PRUHWHDPRULHQWHG,WKLQN\RXÀQGSHRSOHZKRXQGHUVWDQG
weaknesses and strengths of all of the parties and they adapt.
,V\RXUDELOLW\WRPDQDJHWHDPVGLIIHUHQWZLWKWKHDGGLWLRQ
RIDUHPRWHHPSOR\HH V "
,W·VEHWWHUEHFDXVH,DPDEOHWRGHWHUPLQHDQGUHÀQHUROHVDQG
responsibilities. One of my wahves, Beth Wing, actually handles
all my VIP accounts. The other wahve, Debbie Danner, handles
my small commercial business that’s non-service-center. That’s
then given me the ability to move one of my internal employees
into a pure sales role. And in turn, that’s given me the ability
WRKLUHDQRWKHUSHUVRQWRGHGLFDWHWRDQLFKHLQQRQSURÀWVDQG
KRPHKHDOWK,WJLYHVPHVRPHODWLWXGHDQGÁH[LELOLW\,·PQRW
sure you get that when you have everybody in one place at the
same time. There’s obviously been some drawbacks as well, but
the advantages outweigh them.
It all goes back to the right talent. If you have the right people in
the right job, and they’re self-directed and motivated [it works].
What did President Ronald Reagan say? “Trust but verify.” That’s
the WAHVE model. If you’re an employer that’s what you end up
doing. You have to trust. Because if you don’t trust that it’s going
to get done, it doesn’t work for sure. You can’t manage “wahves”
DVLIWKH\·UHVLWWLQJLQWKHRIÀFH,GRQ·WFDUHZKDWNLQGRI
technology you have. You just look at the results. If I have to be a
babysitter to my employees – I already have to be a babysitter to
some of my clients – I’m in the wrong business. That’s not what I
want to be doing.
+RZZHUH\RXDEOHWRPDNHDSHUVRQDOFRQQHFWLRQZLWK
\RXUZDKYHZRUNHU"
In the beginning you do a lot of talking on the phone. You
learn about individuals in the good old-fashioned way, which
is talking. But I do more than that. I actually bring them [the
wahves] in once a year to Atlanta and they spend a day in the
RIÀFH:HDFWXDOO\JRRXWDQGKDYHGLQQHUZLWKWKHZKROHRIÀFH
and do an activity together. This year we did “whirly ball” [a
basketball-like game in bumper cars], and then went out on
our boat on the lake. The idea is just to get people to personally
connect, and know that we’re in this together. So we’re not just
this far-off voice in Denver or Tampa.
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Teamwork Perspectives of a Remote
Interview by Charles Wasilewski

Team Member

AN INTERVIEW WITH BETH WING, GILLMAN
INSURANCE AGENCY: ŏ7($0:25.,65287,1(Ő
Beth Wing, CIC, AU, now in her fortieth year in the insurance industry, has worked in the agency business as an agent, account manager and
FXVWRPHUVHUYLFHUHSUHVHQWDWLYHVDVZHOODVDQXQGHUZULWHU,QVKHKHDUGDERXWDQHZƓUP:RUN$W+RPH9LQWDJH(PSOR\HHV :$+9(
FRP ZKLFKSURYLGHVUHPRWHRXWVRXUFHGVWDIIWRLQVXUDQFHƓUPV$IWHUDSSO\LQJIRUDSRVLWLRQ%HWKEHFDPHRQHRIWKHƓUVWSHRSOHLQWKH
insurance industry to join WAHVE and to work for an agency in a different state. Based in Florida, Beth serves as remote staff for Gillman
Insurance Problem Solvers in Alpharetta, Georgia.
:KDWLV\RXUGHÀQLWLRQRIVXFFHVVIXOWHDPZRUN"
Successful teamwork breaks down to communication. Even
though you may be working remotely, there are many ways to
communicate. In my experience, the agency I’m working with
does fairly good job of communicating. As a wahve, I am also
involved in the agency meetings held every other week. Because
I’m set up remotely and I have a phone extension as if I was
VLWWLQJULJKWWKHUHLQWKHRIÀFHWKH\MXVWFRQIHUHQFHPHLQRQWKH
conference call with the rest of the group. I’m kept up to date
for the most part of all the things that are going on that would
UHODWHWRPH$VIDUDVWKHZRUNÁRZDQGLVVXHVZLWKFOLHQWVDQG
marketing and things going on in the industry, I’m kept in the
loop that way. I do not feel as if I’m not part of the team at all.
,W·VUHDOO\QRWDQ\GLIIHUHQWWKDQLI,ZDVVLWWLQJWKHUHLQWKHRIÀFH
:K\GLG\RXGHFLGHWREHFRPHDZDKYH"
I really was tired of commuting for 39 years. I work from my
RIÀFHLQP\KRPH)ORULGDPRVWRIWKHWLPH,WZRUNVUHDOO\
perfectly because I can still be involved in the insurance industry
because I am not ready to retire yet.
+RZZDVWKHWHDPG\QDPLFDIIHFWHGZKHQ\RXZHUHDGGHG
DVD:$+9(HPSOR\HH":KDWNLQGRIRXWFRPHGLGWKLV
SURGXFH"
Initially, Ed Gillman who I work with [at Gillman Insurance],
LQWURGXFHGPHWRWKHZKROHRIÀFHRQDFRQIHUHQFHFDOO6R,
personally made sure that I built a relationship with each one
of them. We wahves are supposed to be part of the solution, not
part of the problem. We’re supposed to assist those employees
that are already there at the agency. We’re supposed to come
DORQJVLGHDQGKHOSWKHPZLWKWKHWKLQJVWKH\·UHKDYLQJDGLIÀFXOW
time completing because of their workload. I have been working
with this agency for four years. So I’m just part of the group now.
$VD:$+9(HPSOR\HHKRZGRHVZRUNLQJGLUHFWO\RU
LQGLUHFWO\ZLWKDWHDPDIIHFW\RXGLIIHUHQWO\WKDQZKHQ
ZRUNLQJDWWKHVDPHORFDWLRQ"
Sometimes it’s kind of a double-edged sword. You are not
GLVWUDFWHGE\WKLQJVJRLQJRQLQWKHRIÀFH7KHUHIRUH\RXUWLPHLV
well spent. Of course you can get distracted in your own house.
The other side of it is I’m not always in the loop on everything.
Some things I don’t need to be in the loop about, because it’s not
affecting my work. Especially when company people come in to

talk about what’s going on. It’s hard to be in on those meetings
remotely because it eats up much of your shift. My coworkers
keep me up to speed. I think you can be more productive as a
wahve because you aren’t distracted by the extraneous things
going on in the agency.
'LG\RXUDELOLW\WRPDNHSHUVRQDOFRQQHFWLRQVDPRQJWHDP
PHPEHUVFKDQJHDVDZDKYHHPSOR\HH"$QGWRZKDWGHJUHH"
I personally had no problem making personal connections with
the team members I work with. In fact, we’re all real good
IULHQGVQRZ0U*LOOPDQWKLVSDVW-DQXDU\ÁHZ>WKHRWKHU
WAHVE worker from Colorado] and me from Florida to our
agency function in Georgia for two days. I had met most of them
before but now we all know each other. I don’t see it as any
GLIIHUHQWWKDQZRUNLQJLQWKHRIÀFH6RPHWLPHVWKHORJLVWLFVKDYH
to be worked out.
'LG\RXKDYHWRRYHUFRPHREMHFWLRQVIURPRWKHUWHDP
PHPEHUVZKHQ\RXZHUHKLUHGDVDZDKYHHPSOR\HH"
I don’t think there was any particular issue there. The staff in the
RIÀFHZHUHUHDOO\VWUXJJOLQJZLWKFHUWLÀFDWHVRILQVXUDQFH7KH\
were so happy that there was going to be someone to take this
off their plate. There were really no objections from the team
because they were happy [to have help].
'R\RXWKLQNEHLQJDZDKYHHPSOR\HHDIIHFWV\RXUDELOLW\WR
ZRUNVXFFHVVIXOO\DVDWHDP",IVRKRZ"$QGWRZKDWGHJUHH"
When you’ve never worked in a remote position before, you
learn. We are fairly used to emailing and calling. This is not out
of the ordinary. It just takes a little work. That’s the mindset you
have to take.
:KDWDUHWKHEHQHÀWVRIZRUNLQJUHPRWHO\"
It’s the work-life balance. After you’ve been working in the
insurance world for so many years, you get tired of the
commuting. Now you’re almost expected to take your work
with you 24/7. You’re always connected. After all that time,
there comes a time where you need to make an adjustment. As
WAHVE has pointed out, with the way the economy is, it’s not
like it used to be when you got to a certain age and you had all
WKHPRQH\\RXQHHGHGWRQRWZRUN,SHUVRQDOO\ÀQGVDWLVIDFWLRQ
in helping some of the younger people who don’t have the
history understand all these issues and coverages in this industry.

Today’s
Toda
’s Ins
Insurance
ance P
Professionals
ofessionals® Winter
Winte 2014 Vol.
Vol 71 Issue
Iss e 4

17

NP

NEW PERSPECTIVES

There’s No “I” in Team
now as CEO of WAHVE, all of our 220
employees work from home and are
active team members with others that
they work with.
So teamwork is not about boundaries but
about some basic principles:
1) What makes a team is the willingness
of people to work together. Workers today
are on teams that cut across locations,
departments, and organizations.
Work gets done when individuals and
teammates help solve each other’s
problems, whether with information
and perspective or with hands-on
collaboration.

We’ve all grown up learning about
teamwork. As children, we had team
sports and other team activities in school.
Growing up our parents would remind
us “It’s about teamwork.” Yes, we were
also competitive but the overarching
theme was working together as a team. In
fact, when I visit with my grandchildren
and it’s time for them to clean up their
toys, my daughter chimes in to her kids
singing: “Teamwork, teamwork!”
Then we grew up and got a job. We sat in
cubicles, worked for a department, were
given a job description and did our job.
A hierarchy prevailed, and too often we
might hear: “That’s not my job!”
The good news is that the teamwork
concept we learned as children
has now become in fashion in the
work environment thanks to social
networking and open sourcing. Forwardthinking employers have changed
their organizational structure from
departments to teams. They recognize
that having people work as a team brings
innovation, better problem-solving, better
UHVXOWVDQGLVPRUHIXOÀOOLQJ
,QWKHODVWÀYH\HDUV,KDYHH[SHULHQFHG
a dramatic change in how teams are
created and how they work. As a director
of ACT (Agents Council for Technology)
I have participated in ad hoc teams to
solve a problem working with people all
over the country. As an agency principal,
remote technology enabled some of my
employees to work from home and still
be effective members of their team. And
18

There are so many ways that teams work
WRGD\7KHWUDGLWLRQDOLQWKHRIÀFHPRGHO
LVPHUHO\RQHRIWKHP$QGHYHQRIÀFH
setups are changing. In more and more
workplaces in our industry, teams that
work together are not limited to a single
location.

“A team is effective if
it has the right people
for the right reasons.”
(GLH:HLQHUDIXWXULVWZLWKWKHÀUP
Weiner, Edrich, Brown, noted that
the importance of team interactivity
LVUHÁHFWHGLQRIÀFHVHWXSV´:HDUH
increasingly moving from ‘me’ space
– which refers to a more conventional
work style that is centered around my
FXEHRUP\RIÀFH²WR¶ZH·VSDFH²ZKLFK
refers to a more shared work style where
interactive, collaborative and engaging
work areas are prevalent.”
Collaboration has to be encouraged in a
company’s culture. Proximity of workers
LQDQRIÀFHLVQRJXDUDQWHHRIWHDPZRUN
2) The scope of the talent of an
RUJDQL]DWLRQH[SDQGVZLWKWKHÁH[LELOLW\
of the workforce. Diversifying outside
WUDGLWLRQDORIÀFHERXQGDULHV\LHOGVLGHDV
DQGUHVRXUFHVWKDWSHRSOHLQWKHRIÀFH
may not have thought of.
The practical effect is that solutions
multiply, and people avoid dead ends.
How common it is to hear someone say,
out of both relief and excitement: “Why
didn’t I think of that?” The fact is that no
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by: Sharon Emek, PhD, CIC

leader can think of or know everything.
Yet, teams of people can come up with
solutions where individuals cannot.
3) There are two kinds of teams: a)
project- or problem-driven groups and b)
structured sets of people responsible for
business processes.
“What’s the point?” That’s often a good
question to start with when forming a
team or being asked to serve on a team.
A team is effective if it has the right
people for the right reasons. All teams
need leadership that works to make the
team cohesive so it meets its purpose.
Our industry has begun to shift from
hierarchical structures (departments
aligned vertically) to horizontal
structures (teams working side-byside). For example, many insurance
agencies today have a “personal lines
team” (as opposed to a “personal lines
department”) where workers share
responsibilities and step in for each other.
It’s seems a subtle difference, but it leads
to the people focusing on the purpose
(serving a customer or business partner)
as opposed to serving the supervisor and
saying “It’s not my job.”
When people work as teams, they see
problems get solved for others. In turn,
WKLVJLYHVFRQÀGHQFHWKDWWKH\ZLOOKDYH
people to turn to for solving their next
issue or problem.
7HDPVIDLOZKHQWKDWFRQÀGHQFHLV
lacking, and a team member does not
perceive that she or he can go to the team
for answers.
The leader has an important role in
making sure that the guidelines of the
team are set up so they are relevant
to the roles and responsibilities of
each member of the team. More and
more, team guidelines point to an open
environment of collaboration.
This team dynamic does not happen by
DFFLGHQW,W·VXSWRWKHOHDGHUVRIDÀUPWR
create the environment where teamwork
can develop. That takes a leader – who
probably has been around the industry
from the time when structures were
hierarchical – who adapts. It’s up to the
OHDGHUWREHÁH[LEOHDQGRSHQWRVHWWLQJ
up guidelines and letting the team
members perform.
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It’s a risk for some managers to give up the hierarchical
VWUXFWXUH%XWWKH\EHQHÀW7KH\FDQJHWEHWWHULGHDVUHVRXUFHV
and performance. No leader, no matter how smart, has thought
of every idea or answer. A culture of allowing for creativity
brings fresh ideas. While technology can allow the ideas to be
shared, what’s needed even more is the permission for workers
to share them.
4) Teams feed the desire to connect.
What drives teamwork is the need to connect and have a shared
purpose. It is also a more-effective way to get the job done.
Technology has transformed how teams function, enabling them
WRUHDFKEH\RQGWKHULJLGERUGHUVRIWKHRIÀFH
7KHERRPLQVRFLDOQHWZRUNLQJUHÁHFWVWKHIDFWWKDWSHRSOH
want to reach those outside their immediate geographic area
DQGRIÀFHZDOOV3URIHVVLRQDOVZDQWWRFRQQHFWWRFROOHDJXHV
from the past who might be relevant today or in the future.
(This has given rise to LinkedIn as a business-focused network,
for example.) They want to connect to people who might bring
ideas and resources; and they want to connect to co-workers in
informal ways.
One last comment on teamwork: It takes the right attitude by
leaders and employees. We have found that teamwork can thrive
when our client companies have a solid team dynamic in place.
Combined with positive leadership toward team building, it
enables the team to function and deliver results.

About the Author
6KDURQ(PHN3K' 6KDURQ(PHN#:$+9(FRP LVIRXQGHU
DQG&(2RI:RUN$W+RPH9LQWDJH(PSOR\HHV ZZZ:$+9(
FRP DVWDIÀQJFRPSDQ\WKDWSURYLGHVUHPRWHRXWVRXUFHG
ZRUNHUVWRLQGHSHQGHQWDJHQFLHVDQGRWKHULQVXUDQFHÀUPV
:$+9(ZDVQDPHGZLQQHURIWKH´,QVXUDQFH(QWUHSUHQHXULDO
$ZDUGµE\WKH,QVXUDQFH,QQRYDWLRQ$OOLDQFHIRULWVVHUYLFH
providing insurance agencies, wholesale brokers, and carriers
with skilled insurance retirees who work from home.

A Glimpse Inside WAHVE
WAHVE operates on the premise that workers
can be strong individual performers and team
members while working remotely. With more than
220 remote workers now serving clients using
simple technology tools, we know this model works
effectively.
Our company staff operates the same way, with
more than a dozen staff working remotely from
around the country and just a handful of employees
ZRUNLQJLQRXUKHDGTXDUWHUVRIƓFH7RJHWKHUWKH
team supports those working remotely serving our
FOLHQWVIURPDQRIƓFHLQWKHLULQGLYLGXDOKRPHV
The WAHVE team uses virtual tools to collaborate
and communicate. One tool is a message board

that serves as a place to ask for help and a “parking
lot” of issues and ideas. When one of our WAHVE
employees has a question, she can post it on the
RQOLQHGLVFXVVLRQJURXS2WKHUVLQWKHƓUPFDQVHH
those breaking topics and answer them if they have
information. To save this valuable information once
it is developed, we have a wiki available to post
information (on the company SharePoint site).

The (Un)hidden Agenda

Then, when the team has its twice-monthly
conference call meetings those topics -- gleaned
from the message board -- form the agenda. The
WUHPHQGRXVVLGHEHQHƓWRIWKLVWRROLQWKDWERWK
issues and solutions are shared.

Another team dynamic that is part of the WAHVE
employee culture is what I call “leadership by
issue.” If one of our team members has an issue to
research, new idea to pursue, or problem to resolve,
she or he can take the reins, create a team and seek
out the solution.
But she is not alone. While each employee has
responsibilities to serve internal and/or external
clients, all also have the opportunity to serve as a
resource to others. We constantly work with each
other when someone has an idea – an experience
that improves company performance and employee
job satisfaction.
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4 Tricks for Creating a
Winning Corporate Culture
by: Jack Daly

CEO & SALES GURU SAYS THE RIGHT CULTURE
FOSTERS ENGAGEMENT, LOYALTY & PRODUCTIVITY
If you’re the CEO of a company, the realization that much of what you do can be copied by your competitors may be distressing, but veteran
sales manager, consultant and business speaker Jack Daly says not so fast. “Sure your competition copy what they can, but there are two
things they can’t: your people and your culture,” says Daly, author of “Hyper Sales Growth,” (www.jackdaly.net).
“I specialize in corporate coaching and sales, the latter of which really counts on the talent and sustained motivation of the sales force. Even
your best salesperson needs that extra shot from time to time, and the best way to ensure a driven team is to create a culture that fosters the
results you want.” Some companies are outpacing their competition because of their culture, including Southwest Airlines, Zappos and the
Virgin Group, says Daly, who offers these tips for growing a business culture that inspires loyalty, engagement and the high performance
those qualities produce.
Start new hires
on a Friday –
and with a big
welcome.

Many managers think
new employees should
start on Monday – the
day when their new
co-workers are facing
a long to-do list for
the week. Consider
starting them on Friday,
ZKHQWKHRIƓFHLVD
bit looser. Also – how
about throwing the
new hire a welcoming
SDUW\"0DQ\RIƓFHVKROG
going away parties for
departing employees,
but it makes more sense
to put this enthusiasm
toward the person with
whom you’re making a
commitment, rather than
the person who’s no
longer working for you.

Recognize
accomplishments
by putting it
in writing –
handwriting.

Typing emails and
instant messaging is
clearly much more
convenient, which
is why an employee
who deserves special
attention will recognize
the extra effort behind
a hand-written note. A
letter has that personal
touch; the receiver
knows that the manager
or CEO has taken some
time and effort to create
a special communication
just for him or her.

Provide lunch –
for free.

Flatten the
privilege structure.

“One of my clients
started with just 10
employees, and each
day one would bring in
lunch for everyone,” Daly
says. “As the company
grew to several hundred
employees, the CEO
found that free lunches
ZHUHVREHQHƓFLDOWKH
company now hires
a caterer to maintain
the boost in culture
it provides.” While
many may cringe at
the expense, employee
appreciation outweighs
the cost, Daly’s client
says, and it keeps people
engaged within the
RIƓFHUDWKHUWKDQKDYLQJ
employees leave for
lunch.

It’s not a good idea
to create anything
resembling a class
system, including
special parking for upper
management. “I was the
No.1 salesmen at one
company, but I always
preferred to park with
the others,” Daly says.
“I’d come in at 5 a.m.
and noticed that those
with reserved parking
DUULYHGVLJQLƓFDQWO\
later than those who
parked in unreserved
spots.” Parking should
EHRQDƓUVWFRPH
ƓUVWVHUYHEDVLV8SSHU
management shouldn’t
feel too entitled or
privileged above other
employees.

About the Author
-DFN'DO\ ZZZMDFNGDO\QHW DXWKRURI´+\SHU6DOHV*URZWKµLVDQH[SHUWLQVDOHVDQGVDOHV
management, inspiring audiences to take action in customer loyalty and personal motivation through
H[SORVLYHNH\QRWHDQGJHQHUDOVHVVLRQSUHVHQWDWLRQV+HGUDZVXSRQPRUHWKDQ\HDUVRIEXVLQHVV
H[SHULHQFHZLWKVHYHUDOVXFFHVVIXOVWLQWVDVWKH&(2RIIDVWJURZLQJFRPSDQLHV'DO\KDVDEDFKHORU·V
GHJUHHLQDFFRXQWLQJDQGDQ0%$+HZDVDFDSWDLQLQ86$UP\DQGLVDQDFFRPSOLVKHGDXWKRUZLWK
audio and DVD programs.
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by: Barry Banther

Qualities of a
Lasting Leader

Strategic solutions designed to ﬁt your
SUBHEAD
business insurance needs
aaskdljf;lkasdjas
estrum dentorit volupid qui consequ ossunt eos explici quist, ne
quiasitios serendictur sitasped min consequidem conet quia que
plabore ssumet quunt ea in
WXUDXWDXWHWXUFRQVHQLDVHGLVDGLUHSXGDH1DPFRUDWRIÀFLD
volorerum facium ute iusci dolorem venimilic tem voluptatus
DXWHDQLVH[HWLXPDXWTXDVVLQUDWHPHVGRORUXSWXU"5RRIÀFLOOD
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et venim ipsusam nis nulparum at fuga. Nequo et ra verest pre
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HVH[HRVVLQXPDVLDGLDLVHVQHFRPQLVDVLWLFXVSHGTXHRIÀF
quibus dipis unt alitat volorio ratempe nos dis rem esciis veri alis
to occaectem etum quasperi veliquis ditium dolupta voluptae
explitet oDio. Sae sita dunte nus, sam, sequat.
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eostrum labo. Bit audaerios voluptas et aboressum que nectur
GHOLTXLXWRIÀFLOPROXSWDTXHLQQLVDXWYHUIHULEXVHDWLXQWTXH
at fugiame ndicius corecae cones as num corumque et omnis si
volum et des eos autem. Itatiun ditati nimi, core, veriatem ex
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ipsam que el magnam ratem rem iduntia venimincipsa nimo tem.
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FRPPRORUURYLGPRORPRLOLWDTXLRIÀFLOOHVWLQYHULDVLPSHYHQL
At Wells
Fargoeum
Insurance,
weque
focus
on building
long-term
with our
Ouralitaectur?
clients have
a local
team
autem
hilluptate
eat aritat
nossum
seque vidi
cus, ute relationships
invel illectium
quicustomers.
di disit alitius
Quid
quatemodit
qui
dus, quiatet
la nusae
voluptatur,
comnitand
incte
porat
am,Insurance.
quam, cor seribus
es autectore
laccuptatiis
backed
by theium
national
strength,
resources,
tools
of velit,
Wells Fargo
This local
support, molore
combined
with ut parum,
omni venihitaqui occaect otatemporati quibus.
nos res aut liquia volumqui ulparumquo bearum ab
Wells Fargo Insurance’s strategic approach to risk management, consequos
property and
casualty, and beneﬁts, means we can support
ipisi dolene perisint.
Otatibusciis
modis
veland
minctium
enistyears
aut est,
nonem qui inciae
your business
now
for many
to come.
LSLGXQWLXVDXGLWRGLWDLSLGTXHQXOSDUXPTXXQGXFLDDXWRIÀFLO
Ehendunt ex est, que rat ab istione as dus il excest optae sam
lenihil luptatecum enempor epressenis conseque pro maione
id mossedi berfernam event velecullor sitet quid ma nonsent
Team
up
today.
nam,
vent
quiwith
odis us
ra num
qui nimagnis si dolorrovid qui
lignatur aut eos doluptatem nonecus simet eum recea aspeliquia
corehent
doluptatem.
Et mo
torporUSA,
sum quiant
venimaximus, ex etur?
Wells Fargo
Insurance
Services
Inc. et re sed utatus
nonsequi volupta pellestionem alibus a comnis sum adis voluptae
et voloreh endest, adi utatia sunt et aut derferf errovitat intur,
Duntiscidus arit facerum et es ad magnis dus eumquuntiae iur?
vellacc ulparitatis aut fugiat.
Poruntibus. Genda cum ipictur soluptiatur rem es dolo et ut labor
Magnat idit dolor rehende ndandignate esed est velitiore
magnihit aut quamenisquis etur, occulparchit qui omni
consend estiaec eperoribeat excearias volore pore, alibusdam
asi vendae placiusaerum sam, consequi tectio moluptatur ma
wellsfargo.com/wﬁs
coreicte earchillaut odio et ipsame venimus.

Local team, national resources, customized services

Mus
sitaand
secepro
tempel
il ius suntota
et as USA,
ex evendam
Products
services are
offered through
Wells Fargotemodis
Insurance Services
Inc., and Wells Fargo Insurance Services of West Virginia, Inc., non-bank insurance agency affiliates of Wells Fargo
ut& Company.
rem reheni dem sundae volut pe non con cusdam nisquatio
dentio.
nestbyvenim
quiinsurance
venes companies
molest, except
volestor
Products Venissimi,
and services arevitassi
underwritten
unaffiliated
crop and flood insurance, which may be underwritten by an affiliate, Rural Community Insurance Company.
molecus.
Some services require additional fees and may be offered directly through third-party providers. Banking and insurance decisions are made independently and do not influence each other.
© 2013 Wells Fargo Insurance Services USA, Inc. All rights reserved. MC-6941
Today’s Insurance Professionals® Winter 2014 Vol. 71 Issue 4

21

TT

TECHNOLOGY TRENDS

How to Keep Your Business STRONG
in the Bring Your Own Desk/ Work From Home Era
by: Jeff Valentine
Everywhere we look, there is a new way to work. People are
JHWWLQJRXWRIWKHRIÀFHDQGXVLQJWKHLUPRELOHGHYLFHVWRVWD\
connected. Not surprisingly, this trend has extended to insurance
agencies. Agents and staff are working remotely and from home
RIÀFHVRUIURPVPDUWSKRQHVZKLOHRQWKHJR7KHVHGD\VZRUNLV
viewed less as a location and more as an activity.
More than 70 percent of companies say their workforces are
geographically dispersed. In the United States and Canada that
percentage is said to exceed 85 percent. Our company is based
in Dallas, Texas, but our team works from locations across the
8QLWHG6WDWHVDQGDURXQGWKH3DFLÀF2XU&(2LVLQ6HDWWOHRXU
H[HFXWLYHYLFHSUHVLGHQWIRUÀQDQFHDQGDGPLQLVWUDWLRQLVLQ
Washington, D.C.; and I work out of Rochester, New York.
As you might imagine, we’ve learned a few things about
managing a geographically dispersed workforce; and we’ve
applied them in the development of our business phone systems.
Insurance agencies have been some of our best customers
precisely because the business thrives on mobility — putting
people and their expertise where it’s needed to get the job done.
Managing remote workers can be a challenge because many of
the usual nonverbal cues are not available, making collaboration
more challenging. But there are things managers can do to
SURYLGHWKHÁH[LELOLW\HPSOR\HHVGHVLUHZKLOHDOVRPDLQWDLQLQJD
positive team environment:
&RQQHFWZLWKUHPRWHHPSOR\HHVRQDUHJXODUEDVLVIf you’re
LQWKHRIÀFHZLWKPHPEHUVRI\RXUWHDPZKRP\RXGRQ·WXVXDOO\
see, make a point of spending time with them. If you can’t be in
WKHRIÀFHZLWKWKHPWU\WRKDYHYLGHRFRQIHUHQFHV7KH\DUHQ·W
as good as meeting in person, but it’s amazing how much better
it is to have a video conference with someone than a phone call.
0DNHYLVXDOFRQQHFWLRQVZKHQ
SRVVLEOH In person and in a video
conference, it’s so much easier to tell
if someone is truly present in the
conversation and understanding
what they are being asked to do.
7KLVLVGLIÀFXOWRQWKHSKRQHLQ
email it’s impossible. So much
of intent is nonverbal.
7DNHDGYDQWDJHRIWKH
WRROVDYDLODEOHIRUTXLFN
FRQYHUVDWLRQV One of
the biggest challenges of
remote work is getting
quick answers, even
to simple questions.
People can’t drop
by for a chat. But
business phone
systems do offer
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chat features, which along with presence and instant messaging,
helps keep those conversations short and information moving.
0DNHWLPHIRUUHJXODUUHYLHZVRIUROHVDQGUHVSRQVLELOLWLHV
That’s really the bottom line: making time. You have to make
time if you are going to manage people, especially when they
are not co-located. Making that time effective means leveraging
every means available for staying in touch.
Deploy the right technology for remote workers
We have been ahead of the BYOD trend because the modern
EXVLQHVVWHOHSKRQHV\VWHPVZHGHYHORSHQDEOH8QLÀHG
Communications. UC combines VoIP (voice over Internet
Protocol) and software for chat, video conferencing, call routing,
contact management and many more features in apps that can
be run on PCs, laptops, and smartphones.
A CEO can tell where all his or her direct-reports are by tapping
a few icons on a smartphone. Employees in meetings can call in
experts to get questions answered in real time, vastly improving
productivity. Customer calls can be forwarded straight to right
person no matter where that person might be.
“I believe technology is the lifeblood of this business,” says Jay
$GNLQVRZQHURI3UR9HVW,QVXUDQFH*URXSDQ$OOVWDWHDIÀOLDWHLQ
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North Carolina. “We do everything through
the Internet and through the phone. The
phone system can make or break you.”
Adkins said that without his improved
phone system, he would not have been
able to expand his business to Texas and
Florida. “The system can scale seamlessly
as the business expands,” he said, “and the
features have allowed my staff and me to be
completely mobile.”
Lisa Faina, an Allstate agent in Florida,
explained the appeal of being able to
integrate her customer relationship
management software into her business
phone system.
“The ability to see a simple reminder note
about how to pronounce a customer’s
last name can go a long way to getting
a conversation off to the right start,” she
said. “Before, we may not have had that
information in time and customers get
frustrated when they have to repeat their
name multiple times. First impressions go
so far in our interactions with customers
and being prepared with the smallest details is so important.”
It’s also important to bear in mind that modern digital
technologies allow advanced reporting — everything that
happens on a network generates data that can be analyzed to
improve your business.
´,WUDYHOH[WHQVLYHO\DQGEHLQJRXWRIWKHRIÀFHPDNHVLWGLIÀFXOW
to keep an eye on the productivity of my employees,” said
Florida property and casualty agent Mike Burke. His new phone
system’s call-reporting features “allow me to review the number
of inbound and outbound phone calls, length of calls, dropped or
abandoned calls, how quickly calls were answered — all critical
WRXQGHUVWDQGLQJWKHSURGXFWLYLW\RIP\RIÀFHµ
+HVDLG´2XURIÀFHZHQWIURPDSHUFHQWDYHUDJHPLVVHG
call rate in one month to below 1 percent average for over 6
months.”
Recognize the value of letting work trump location
We didn’t set out to have a geographically dispersed workforce.
We have one because we wanted to grow. When we look to
hire executives, we search nationwide. And in making hiring
decisions, we recognize that we are living in a new economy
ZKHUHSHRSOHZDQWDQGYDOXHÁH[LELOLW\VRZHRIWHQOHWSHRSOH
continue to live in the same place they were before joining us.
When prospective employees can stay where they are, they are
more likely to be willing to make a job change and are more
OLNHO\WREHVDWLVÀHGODWHUZLWKWKHLUGHFLVLRQ7KDW·VEHFDXVHWKH\
aren’t forced to adapt to the new economic and cultural realities
of a new location.
Geographic diversity also builds cultural diversity. People from
different backgrounds have different approaches to solving
problems. We’ve seen how someone in, say, Montana is going to
have a different mindset than someone from Los Angeles.
Businesses like ours can’t necessarily choose where their new
customers are located, but by embracing remote employees, they
can make hires in places near large customers. That makes them
much more responsive.

Mobility and BYOD are here to stay
7KHPRVWUHFRJQL]HGVWXG\FRPSDULQJWKHHIÀFLHQF\RIZRUN
GRQHLQDQRIÀFHDQGDWKRPHIRXQGWKDWKRPHEDVHGZRUNHUV
ZHUHSHUFHQWPRUHHIÀFLHQWODUJHO\GXHWRZRUNLQJPRUH
minutes a shift with fewer breaks. It also found that home-based
workers took more calls per minute because they had fewer
distractions.
Some managers are concerned that distractions at home might
EHPRUHSUREOHPDWLFWKDQGLVWUDFWLRQVDWWKHRIÀFH)RUVRPH
workers in some situations, this is absolutely true. But managers
must take into account the personality and circumstances of each
remote employee.
Is the worker someone who is driven to deliver quality work on
time without constant supervision? Does she have an adequate
workspace available that will help keep her focused despite the
activities of others in the home? Is the type of work something
that can be done without other team members being physically
nearby? All of these are valid considerations.
Remote work isn’t a cure-all, but for the right people in the right
MREVLWFDQPHDQPRUHWLPHVSHQWRQFRUHWDVNVEHWWHULGHDÁRZ
that fosters creativity, and fewer errors.
The real driving force behind BYOD and home-based work is that
people want to use their own tools — devices they buy with their
RZQPRQH\WKDWUHÁHFWWKHLUWHFKQRORJ\SUHIHUHQFHVUDWKHUWKDQ
those of their employer’s IT department.
As technology becomes ever more integrated into our working
lives, letting people choose their own devices and empowering
them with the best software will play an ever-larger role in
building a great team and insurance organization.

About the Author
-HII9DOHQWLQHLVFKLHIPDUNHWLQJRIÀFHUZLWK)RQDOLW\WKH
innovative provider of business phone systems and integrated
communications solutions designed to reduce the friction that slows
EXVLQHVVPRPHQWXP)RULQIRUPDWLRQYLVLWZZZIRQDOLW\FRP
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WHAT WILL YOUR CUSTOMERS DRIVE
by: Barry Banther

Qualities of a
IF THEIR CAR IS IN AN ACCIDENT?
Lasting Leader
SUBHEAD
aaskdljf;lkasdjas
estrum dentorit volupid qui consequ
ossunt eos explici quist, ne quiasitios
serendictur sitasped min consequidem
conet quia que plabore ssumet quunt ea
in
tur aut autetur, consenia sedis adi
UHSXGDH1DPFRUDWRIÀFLDYRORUHUXP
facium ute iusci dolorem venimilic tem
voluptatus aut ea nis ex et ium aut
TXDVVLQUDWHPHVGRORUXSWXU"5RRIÀFLOOD
conesequisi nonecus ratempo repratiatur?
Asinctatias doluptatus, et venim ipsusam
nis nulparum at fuga. Nequo et ra verest
pre nobis ad qui doluptas illupta tempore
est, sapicipsam, eos apis sum simperio.
Hitae exerum ressitatio. Ut laboremporit
esequat fuga. Quae nectur re occaborestin
num eaqui ipsam et occum ut ea aut
vel inullor ad eat quatur arum, vollorro
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quod que explam sitatur ionseni ssequat
emperit laccull endipiet doluptatus sit es
ium iuris si ipsus iundae volupti atibus sit
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Nosant aut etur? Quias et eati volorae
nonsed que pe ex eum cullorecus
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quibus dipis unt alitat volorio ratempe
nos dis rem esciis veri alis explitet oDio.
Sae sita dunte nus, sam, sequat.

Otatibusciis modis vel minctium enist
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You’ve fretted about your child’s future
from kindergarten on. You’ve zoomfocused on homework and grades,
worried that he wouldn’t have the study
skills and discipline to make it once he
got out from under your thumb, and (of
course!) spent sleepless nights worrying
he wasn’t making the most of his college
HGXFDWLRQ1RZWKDWKH·VÀQDOO\UHDG\
to graduate, the last thing you want is
for your child to stall at the real-world
starting line after all the hard work he —
and you! — have put in.
You know that the economy is scarier
than ever and jobs are hard to come by —
and you also know that a lot has changed
VLQFH\RXVHQWRXW\RXUÀUVWUpVXPp6R
what eleventh-hour advice can you give
your child to ensure that he’ll make it as
an adult (and not end up living in your
basement forever)? I have some ideas.
I know from experience how nervewracking it can be to watch a child leave
the nest, especially when there’s so much
about the real world he or she has yet
to learn. I’ll never forget the panic I felt
when I realized that while my daughter
Avery had received a top-notch academic
education, she had no clue how the
working world, well, worked.
After a year-long job search, Avery
ÀQDOO\UHFHLYHGDSURPLVLQJMRERIIHULQ
KHUÀHOGRIFKRLFH7KHQVKHVHQWPHDQ
email with the subject line, “Is this okay
to send?” Until I stopped her, Avery was
about to ask her new boss for a later start
date so she’d have more time to “tie up
loose ends” (i.e., move out of her parents’
home and into her own apartment).
Yikes, right?
Fortunately, I was able to redirect Avery
before she inadvertently did any damage.
But this instance really underscored to
me how important it is that we parents
actively guide our graduates through this
uncertain time.
That’s precisely the point of my new
book, The Bigs: The Secrets Nobody Tells
Students and Young Professionals About
How to Find a Great Job, Do a Great Job,
Start a Business, and Live a Happy Life.
Using a combination of detailed, colorful
anecdotes and tactical advice, I lay out a
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by: Ben Carpenter

Pieces of Advice
You’ll Be Glad You Shared
blueprint that employees of any age and
level of experience (not just recent grads)
can use to get—and do—a great job.

about caring for his children. Blue’s
decision would have been much easier if
he’d found the right company earlier.

Here, I share advice to pass on to your
graduate before diplomas are handed
out:

Of course, when you’re discussing this
with your child, be sure to include the
caveat that no one should leave a paying
job — even if they’re unhappy with it —
before they have another one lined up.

Do what you’re good at, not what you
love. Much of the career advice that’s
doled out these days encourages young
people to “follow their dreams” and
“feed their passion.” Sure, you want your
child to enjoy his career…but you also
want him to become and remain solvent
instead of holding out for the “perfect”
job that might never materialize.
That’s why you should underscore to
your child that choosing a career he
can do well, rather than one that seems
fun and exciting, might be his best bet.
Be sure to point out that this strategy
isn’t as unappealing as it might sound,
because the satisfaction you get from
doing your job well will far outweigh
how entertaining it is. From personal
experience, as well as from observing
family, friends, and coworkers, I can
state that most professionals are happiest
doing what they are good at, while
pursuing other passions — that their
FDUHHUVJLYHWKHPWKHPHDQVWRÀQDQFH³
on the side.
7U\RXWGLIIHUHQWÀHOGVZKHQ\RX·UH
young. For most people, it generally
WDNHVDWOHDVWDIHZWULHVWRÀQGWKHEHVW
ÀHOGFRPSDQ\DQGRUSRVLWLRQIURP
which to build a career. Just think about
the number of times you’ve changed jobs
over the years. If your experience was
anything like mine, you’ll probably agree
that your rookie years — when you’re
young and before you have children —
are the ideal time to aggressively seek out
the best match for your personality and
talents.
All of my major career moves occurred
before my wife and I had children.
They were relatively easy, because I
didn’t have to worry about uprooting
P\HQWLUHIDPLO\DQGÀQDQFLDOFRQFHUQV
weren’t as pressing. I compare this to
my friend Blue, who really struggled
with the decision to pursue a promising
opportunity because he was concerned
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Always ask yourself, What’s my edge?
In other words, what makes you unique
and different? Why should other people
pay attention to you? What do you have
to offer? What gives you an edge over the
competition?
Of course you think your child is talented
and special, and it’s likely true. Now, she
MXVWQHHGVWRÀJXUHRXWZKDWPDNHVKHU
stand out from her peers and apply that
distinction to a multitude of professional
scenarios. If she’s starting a business, her
HGJHFDQKHOSKHUWRGHÀQHKHUSURGXFW
or service’s niche. If she’s going after a
promotion, it can help differentiate her
from her coworkers. In all situations, it
ZLOOKHOSKHUGHÀQHKRZVKHFDQEHFRPH
her personal best.
Think of your boss and your company
before yourself. This principle was the
driving force behind my insistence that
my daughter not ask her new boss for
a later start date, and it extends well
EH\RQGWKHÀUVWGD\RIZRUN0DNHVXUH
your graduate understands that when
you’re a rookie in the big leagues, you
have to prove that you’re going to be
an asset to the team, not a drain on its
resources or a liability for the coach.
Often, that means putting your boss’s
wants and needs ahead of your own.
My advice is that rookie employees
need to show up before the boss…
leave after she does…schedule personal
appointments after business hours…
work six months before taking vacation
days…respond to phone calls and emails
ASAP (even at night, on the weekends, or
during vacations).
I get that many of these things don’t
sound like a young person’s idea of fun.
Your child might even think some of them
are “unfair.” But remember — it’s his
job to make his boss’s life easier, not the
other way around. Everyone has to start
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at the bottom and work their way up.
When your child shows that he’s willing
WRVDFULÀFHKLVRZQLQWHUHVWVIRUWKHJRRG
of the team, he’ll have gotten a huge
head start on being named Rookie of the
Year.
Be creative and bold. To the dismay of
many graduates and their parents, the
days of being handed a job just because
you have a diploma are long gone. There
are millions of job seekers with the
VDPHTXDOLÀFDWLRQVDV\RXUFKLOGVRLI
you want her to receive one of a limited
number of opportunities, she’ll need to
stand out.
,QVWHDGRIVHQGLQJRXWDUpVXPpWKDW
will probably get lost in HR Purgatory, a
creative and bold candidate might stand
RXWVLGH&RPSDQ\;<=·VRIÀFHVZLWKD
cardboard sign that reads, “Please let me
tell you why I’m the person you want to
ÀOOWKHMXQLRUV\VWHPVDQDO\VWSRVLWLRQ\RX
posted on Monster.com.” Or your child
might take a page from a friend of mine’s
book: After identifying her dream job, she
ZDONHGULJKWLQWRWKH´ELJERVV·VµRIÀFH
KDQGHGKLPKHUUpVXPpDQGWROGKLP
she’d call him later that afternoon.
My point is, the tougher the situation, the
less your child has to lose — so the more
radical her actions should be. The worst
that can happen is that your child doesn’t
get the job.
Comfort and success rarely go hand in
hand. In my book, I write about liking
DQGUHVSHFWLQJP\ÀUVWUHDOERVV´7KH
Professor” (so named for his resemblance
to the Professor on Gilligan’s Island),
tremendously. However, the more I
learned while at the job, the more
determined I became to move on. While
The Professor was a great teacher and
salesman, he wasn’t fully engaged in his
career. And none of my other colleagues
seemed very “amped up” about their jobs,
either.
The tipping point came when I was
reprimanded because of entertainment
expenses, not because I was spending
too much but because I was spending too
little. The Professor was concerned their
department would have its entertainment
budget cut if I didn’t “shape up” quickly.
That’s when I realized that along with
most other people in the department, The
Professor’s number-one goal was to milk
his career, not maximize it.
I realized that if I stayed in this position,
I might be comfortable, but I’d always
be stuck in a professional backwater. I
PDGHWKHGLIÀFXOWFKRLFHWROHDYHWKLV
cushy environment for a higher-stakes

opportunity. At some point, your child
might also have to decide which is more
important: sticking with the familiarity
of the status quo or taking a chance on
reaching the next rung of the ladder.
5HPLQGKLPWKDWRSSRUWXQLW\ZRQ·WÀQG
him within his comfort zone.
Stay in the driver’s seat of your career.
After making the decision to leave the
safety of The Professor’s nest, I was
told by my employer’s HR department
that sure, I could transfer to a new
GHSDUWPHQW³EXWÀUVW,·GKDYHWRVWLFN
with my current job for three more years!
My response? “I will give you two months
to help me get transferred; then I am
going to start interviewing elsewhere.”
A few weeks later, I was taking the
subway to my new position in the
department I’d asked to be transferred to.
I was glad that my unorthodox tactic paid
off, but I was fully prepared for it not to
— I really would have been interviewing
elsewhere two months later! Remember,
life is short, and the same opportunities
rarely come twice. Instruct your child
not to simply “go along for the ride,”
especially when her goals and potential
for success are at stake. Encourage her to
take an active hand in charting her course
forward.
Don’t agree to anything you don’t fully
understand. Once your graduate gets
her foot in the door, she’ll likely want
to impress her colleagues and higherups at every turn. And in an attempt
to avoid looking like she doesn’t know
what she’s doing, she may be tempted
to feign understanding and nod her
head, even though she really has no clue
what’s going on. Caution her against this
strategy!
Early in my career, a client bullied
me into saying “yes” to a request I
didn’t understand — and it cost my
employer $25,000. While covering up
her ignorance might not come with
such a steep price tag for your child,
it’s still something she should avoid at
all costs. Remind her that her integrity,
credibility, and reputation — and possibly
her job! — are all at stake. It’s always
better to swallow your pride and say,
“I’m sorry, but I don’t understand. I need
you to explain.” Oh — and that’s just
as applicable in your child’s personal
dealings as it is in her career.
When you’re upset, choose to look
forward, not back. You can’t always
control what happens to you, but you can
control how you react and move forward.
The sooner your child learns this lesson,
the more resilient he’ll be.

You know what it’s like to be handed an
undesirable task at work, be blamed for
your boss’s mistake, or be interrupted by
an overzealous colleague during a client
meeting for the thousandth time. You
also know that you can choose to focus
on your anger and irritation for hours,
or even days. But that doesn’t do you a
bit of good. Instead, in these situations,
advise your child to channel his thoughts
and efforts toward playing the hand he’s
EHHQGHDOWLQDZD\WKDWZLOOEHQHÀWKLP
the most.
Learn to appreciate diverse work
styles. In life and in work, we all tend
to gravitate toward others who think
like us and who see the world through a
similar lens. But if your child doesn’t push
herself past the familiar, she’ll be severely
limiting herself.
<HVLWFDQEHGLIÀFXOWXQFRPIRUWDEOH
and downright frustrating to work with
people who take a different approach
from you. For example, maybe you’re
a Type A personality who is totally
frustrated by your coworker’s seat-of-herpants approach to projects. Remember,
though, by shutting her out, you’ll also
deprive yourself of her creative solutions
and outside-the-box insights.
No matter what the situation is,
encourage your child to always try to
seek out and utilize her team’s talents,
even if she doesn’t understand their
methods. You can never be sure you have
the best answer until you’ve heard all
viewpoints.
Know when to look after your own
interests. In The Bigs, I share how
my boss’s boss, Mack, reacted when I
announced my intention to resign my
position and move to another company:
$IWHUJOLGLQJFRQÀGHQWO\DURXQGWKH
ring a few times, he settled on a plan
of attack and started swinging — not
wildly, but with deliberate and measured
blows. A right jab, “you’re making a
KXJHPLVWDNHµ«DOHIWMDE´WKDWÀUPLV
too small”…setting me up for a right
uppercut, “you will regret this.” For 10
minutes Mack worked me over the best
he could.
If I’d been a newbie, I might have
believed that Mack really did have my
best interests in mind. Fortunately, I was
six years into my career and had already
changed jobs twice, so this Mack Attack
didn’t faze me. I knew that Mack didn’t
care about me or what was best for my
career; he was working toward the best
interests of the company.
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I certainly don’t hold that against
Mack, but the incident did serve as an
important lesson that you should pass on
to your graduate: Look after your own
career interests. Nobody else is going to
do it for you.
Own your mistakes. No matter how
much you know or how hard you try, you
are going to make mistakes as you pursue
your career. The question is, how will
you handle them? I caution all graduates
not to follow in the footsteps of a former
coworker I refer to as “Never,” who never
took responsibility for any mistakes and
never apologized for anything.
Never was actually very good at what
she did, but her insistence on passing the
blame and refusing to admit her errors
cost her all of the respect, support, and
goodwill she could have earned. Here’s
the lesson: Refusing to own your mistakes
doesn’t make you seem more competent;
it reveals cowardice, callousness, and
untrustworthiness.
Tell your child that if he is a hardworking,
valued employee, when he does own
up to his mistakes, his confession will
be viewed as a sign of strength, not
weakness, by his coworkers. Plus, he’ll be
in a position to learn and improve.
Be a good steward of the “little” things.
For example, always proofread your
emails for errors before pressing “send.”
Don’t leave voicemails unanswered at
the end of the day. Keep your desk and
FRPSXWHUÀOHVRUJDQL]HG&DOO\RXU
clients to share progress, even when a
report isn’t required.
Most people don’t think much of letting
the so-called “little things’ slide.” They
think it’s okay to cut “unimportant”
corners. So when your child pays
attention to small, often-overlooked
details, she’ll distinguish herself from
the pack. Trust me, putting in just a little
more work than most people are willing
to is a great way to propel yourself
toward success.
If you want to be a leader, act like one. If
your graduate’s goal is to be at the forefront
RIKLVÀHOG·VLQQRYDWLRQDQGJURZWKKH
PD\IHHOGLVFRXUDJHGZKHQKLVÀUVWMRELV
composed of tasks a trained monkey could
do. But don’t let him succumb to the I’ll
never get there from here or the What I
do in this position doesn’t matter line of
thinking. Instead, advise him to get a head
start developing the leadership qualities
he’ll need in the future.
The best way to move up in the ranks
is to lead in whatever position you’re in
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now. Even if you’re the lowest man or
woman on the totem pole, you can still
display leadership qualities like having
integrity and a good attitude, providing
others with helpful feedback, and treating
them with respect. The fact is, very few
employees consistently show leadership
skills. If you’re the exception from day
one, the Powers That Be will notice.
Do what you say you’re going to do,
when you say you’re going to do it.
One basic requirement for doing an
outstanding job is to handle all your
work-related tasks, large or small, in a
timely manner. Tell your graduate that if
her job is to get a report done by Friday,
JHWLWGRQHE\)ULGD\,I+5DVNVKHUWRÀOO
out a form today, do it promptly.
Yes, meeting deadlines sounds like a
no-brainer. But you’d be surprised by
how many professionals don’t live by
this rule. I can’t tell you how many times
I’ve been handed excuses and requests
IRUH[WHQVLRQVLQVWHDGRIWKHÀQLVKHG
product. But I can tell you that that type
of behavior is not going to do your child
any favors in the workplace.
Don’t let anyone have anything negative
to say about you. Over the course of
their careers, many people encounter
individuals whose opinions they think
don’t matter and whose actions they
think won’t impact them. These people
may also believe their position gives
them license to dispense with politeness
and consideration. Beware: Those
assumptions could get your child into big
trouble. In many companies, for example,
the most hated people are the assistants
who treat people in a high-handed way
because they work for the boss.
Everyone your child comes in contact
with should have a positive experience
with him. Even if someone is a pest, rude,
or stupid, instruct your child to always
treat him respectfully. One day he may be
working with, or for, that person. Also,
mention that how his boss views him will
EHKHDYLO\LQÁXHQFHGE\ZKDWSHRSOHLQ
the company tell that boss.
Don’t complain about your job to your
coworkers. There will be plenty of things
\RXUFKLOGZRQ·WOLNHDERXWKHUÀUVW DQG
VHFRQGDQGÀIWK MRE%XWFRPSODLQLQJ
about them around the water cooler—
even if she has a very sympathetic
audience — is never a good idea.
If negative comments get back to your
child’s boss, she will develop a reputation
for unprofessional behavior. Moreover,
her boss will wonder why she didn’t
talk to him directly. Anytime your child
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is unhappy with something at work,
whether it’s her workload, the tasks she’s
being given, or how she’s being treated
by a coworker, instruct her to bring those
concerns directly to her supervisor. If
she feels that isn’t possible, tell her to
continue to do the best job she can while
looking for a more suitable position.
A single act can ruin your great
reputation. In The Bigs, I tell the story
of a client called “Hoops.” Friendly and
accommodating, Hoops taught me a lot
about the bond market and achieved
an impressive level of personal success.
However, one bad decision — not
GLVFORVLQJDVDOHVDUUDQJHPHQWWRKLVÀUP
— knocked him out of the game forever.
What might have been a negotiated
discount was now an illegal kickback.
Hoops never recovered.
It takes a lifetime to build a reputation,
but a single act can destroy it. Most
mistakes can be corrected and don’t do
lasting damage to a person’s reputation
or career. However, some things cannot
be undone, and, unfortunately for Hoops,
his transgression was one of those. Don’t
allow your child to play fast and loose
with his reputation. Make sure he doesn’t
assume that “it will never happen to me.”
Tell him not to do anything he would be
embarrassed to see as a headline on the
evening news!
'RQ·WSLFNÀJKWV\RXFDQ·WZLQ Fighting
LQWKHRIÀFHLVDEDGLGHDSHULRG,W
makes people unhappy and unproductive
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If you don’t yet make a lot of money,
don’t acquire a taste for expensive things.
I promise you will be happier in a small
apartment, driving an older car, drinking
cheap wine than you will be in a big
apartment, driving a fancy car, drinking
expensive wine, and having to worry
about how to pay for it all.”
Don’t forget to have fun. Finally, remind
your graduate that while she’ll need to put
her nose to the grindstone, she shouldn’t
forget to remove it every once in awhile!
I mean it! While work should certainly be
a priority, it’s also important to have fun
and disengage every once in awhile. The
fuller and more satisfying your child’s life
is in general, the more effective she’ll be
at work. Plus, part of living a happy life is
having friends and family to share it with.
Even though plenty has changed since the
days we, the parents, were entering the
job market, the important things haven’t.
The fundamentals of hard work, integrity,
respect, perseverance, and so forth still lead
to success — so when advising your child,
feel free to draw on your own experiences.
and is a huge waste of time and energy.
1HYHUWKHOHVVVHULRXVRIÀFHGLVSXWHVDUHD
fact of life for many people at some point
during their careers. Tell your child that
if she ever feels the pressing need to take
on a coworker, to do so only if she knows
with certainty she will win.
:KLOH,ZDVWKH&(2RIP\ÀUPDQ
employee I’ll call Mr. Nuts began
bragging to his coworkers that he soon
expected to have my job! Now, Mr. Nuts
had a sledgehammer way of dealing with
people and the bad reputation that comes
along with it. I had tried to coach him on
how better to deal with others, but the
lessons never seemed to take. So, when
I found out he had turned on his one
supporter — me! — I couldn’t believe it.
The next workday was Mr. Nuts’s last day
at that company.
I still shake my head in amazement
that this man thought he could pick a
ÀJKWZLWKD&(2DQGJHWDZD\ZLWKLW
Admittedly, that’s an extreme example, but
you and your graduate can take this lesson
away from it: Don’t do anything that could
antagonize someone who has the power to
LQÁXHQFHWKHGLUHFWLRQRI\RXUFDUHHU
Don’t badmouth your coworkers. This
is my personal golden rule for business:
Never say anything negative about
DQ\ERG\LQ\RXURIÀFH3DVVLWRQWR\RXU
graduate: Don’t vent about your boss
in the break room. Don’t gripe about
your coworker with the rest of the team.
Don’t even make fun of John’s crazy tie,

unless he’s right there laughing with
you.
These comments have a way of getting
back to the people they’re about. One
of the things I’m most ashamed of in
my career is badmouthing a colleague
for no good reason. The things I said
had a negative effect on our working
UHODWLRQVKLSIRU\HDUVXQWLO,ÀQDOO\
reached out with a heartfelt apology. And
guess what? Even if the other person
never becomes aware of what you said,
your colleagues will still make judgments
about your character based on your
willingness to bash someone else behind
his or her back.
Live within your means. Like many
young people who are just beginning
to support themselves, your graduate
PD\WKLQNWKDWKLVSHUVRQDOÀQDQFHV
(whether they’re good or bad) won’t
impact his life in the workplace. That’s
wishful thinking, especially if your child
is struggling to stay solvent. It can be
GLIÀFXOWWRFKHFNSHUVRQDOVWUHVVRUVDWWKH
RIÀFHGRRUPHDQLQJWKDWLIKH·VZRUULHG
about money, his anxiety might impact
his focus, his performance, and even the
values he applies to his work.
You probably know from personal
experience that the easiest path to
DFKLHYLQJÀQDQFLDOVHFXULW\RUDWOHDVW
UHGXFLQJÀQDQFLDOVWUHVVLVWRGLVFLSOLQH
your spending habits. Here’s what I told
my own child: “If there’s any way you can
help it, don’t spend more than you earn.

Make a point to have a conversation
about the lessons you think she most
needs to take to heart — perhaps over a
celebratory dinner or while packing up
her dorm room. Most of all, help your
child to understand that when you live
and work by a code that’s shaped by
values, integrity, dedication, and a true
team spirit, you will set yourself apart
from the other rookies in a way that gets
you hired, recognized, and promoted.
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AGREEING

on how to

by: Scott Marcus

DISAGREE

HOW YOU HANDLE CONFLICT CAN PREVENT A WHOLE LOT
OF DRAMA AND BRING YOU TO RESOLUTION FAR QUICKER.
In the movie, Butch Cassidy and the
Sundance Kid, Harvey challenges Butch for
leadership of the Hole-in-the-Wall Gang.
Butch delays the confrontation by saying,
“No, no, not yet. Not until me and Harvey
get the rules straightened out.” Harvey,
FRQIXVHGUHVSRQGVŏ5XOHV",QDNQLIHƓJKW"
No rules.” Butch immediately kicks Harvey,
dropping him like a sack of stolen loot. Says
Cassidy, “Well, if there ain’t going to be any
UXOHVOHWōVJHWWKHƓJKWVWDUWHG6RPHRQH
count. One, two three, go.” Sundance blurts,
“One, two three, go,” at which point Butch
knocks Harvey out. Butch, obviously not
concerned with a long-lasting peaceful
relationship, might argue his method of
FRQŴLFWUHVROXWLRQZDVKLJKO\HIIHFWLYH
However, his technique is frowned upon
today (as tempting as it might feel in our
darker moments).

Four Simple Rules for Disagreements

Reality Stinks
6WHSRQHLVUHDOL]HWKDWHYHQWKHÀQHVW
communicators — with the more
KRQRUDEOHLQWHQWLRQV³RFFDVLRQDOO\ÀQG
themselves in hot water. Communication
is far from an exact science, and even
when it’s not our fault, the Big Hairy
Argument Monster still tromps into our
lives. We cannot avoid him; try as we
may.

5XOH1RGHQLDOV

6RZKHQ\RXÀQG\RXUVHOIDWORJJHUKHDGV
with a co-worker, customer, or spouse or
life partner, it’s essential to understand
that how you handle it makes an
enormous, long-lasting difference. By
making a simple agreement in how to
disagree, we add a basic structure that
keep things moving forward, clears things
up quicker, and prevents long-lasting,
lingering bad feelings, which could
damage the relationship.
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5XOH%HJLQZLWK´,µ
Too often, when we argue, we say things
like “You always do that!” or pass the
buck by shouting, “Everyone thinks you’re
rude.” Being uncomfortable with our
feelings, we look to others to validate
what we feel or we try to quickly lay
blame at our opponent.
Starting with “I” (such as “I feel…” or
“I think…” or “I want…”) forces us to
take ownership of what we say. Not
only will this cause our thoughts to slow
down (because we have to re-word the
impulsive things we might say), but it
causes us to also decide whether we want
to have the statement tagged directly
to us. Beyond that, it prevents the other
person from denying what we say,
leading to the next rule.
By removing accusations and strawman arguments, we can now apply the
second guideline. Together, these form an
impressive barrier against distraction.
As example, without rule one, an
argument could go as follows:
3HUVRQ<RX·UHDMHUN
3HUVRQ,·PQRWDMHUN<RX·UHDMHUN
3HUVRQ,DPQRW
3HUVRQ$UHWRR
3HUVRQ¶)UDLGQRW
3HUVRQ¶)UDLGVR
I don’t need to continue. We’ve
all been there. By utilizing
these two rules in tandem,
we get:
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5XOH1RFURVVFRPSODLQWV
3HUVRQ,IHHOWKDW\RX·UHDFWLQJ
like a jerk.
3HUVRQ,WKLQN\RX·UH
wrong.
3HUVRQ,GRQ·WVHHKRZ
,FDQEHZURQJ$IWHUDOO
they’re my feelings.
3HUVRQ2.,GRQ·WWKLQN
you’re seeing the whole
picture.
3HUVRQ:KDWDP,
missing?
By removing the ability to
deny another’s statement,
we must stay focused on
what is really said – and
accept that perception is
reality when it comes to
emotions. Besides, if I’m
talking about what I feel or
believe, how can anyone
say I’m wrong? They might
not understand, but they
can’t say what goes
on inside me is
not real.

This parameter causes us to stay on one topic. A “crosscomplaint” is the act of bringing up something off topic. In too
many disagreements, we weave hither and yon down, following
several side paths, getting twisted up in which goes where and
who said what.
Here’s an example:
3HUVRQ,IHHO\RXGRQ·WWDNH\RXUMREVHULRXVO\
3HUVRQ,WKLQN,GR*LYHPHDQH[DPSOH
3HUVRQ/DVWZHHNDWWKHGHSDUWPHQWKHDGPHHWLQJ\RXGLGQ·W
have your packet ready. That caused me to work late.
3HUVRQ2KZHOOLQWKDWFDVH,IHOWDQQR\HGZKHQ\RXZHUHQ·W
ready for that meeting we had last month.
TWO did not deny ONE’s feelings, but did bring up something
else that bothered him. Now, we have two concerns on the
table, causing confusion, and lowering the chances of a timely
resolution. Although TWO’s concerns are fair and will have to
be addressed, job one is to complete what’s at hand. Therefore,
rule three says an appropriate reply from ONE might be, “I
understand you’re upset about last month and we can address
WKDW+RZHYHUOHW·VÀQLVKXSZLWKP\FRQFHUQDQGWKHQZHZLOO
move on to yours.”
Do not deny nor ignore his comment. Return to it as soon as
resolution has been found on issue one. That is essential or
negative feelings will linger even longer (as they obviously
already are).
5XOH1RLQWHUUXSWLRQV
This one almost goes without saying; yet we forget. We are so
concerned that we will not be heard, that we jump in before
RXUFRXQWHUSDUWKDVÀQLVKHGKHUWKRXJKWV1RWRQO\GRHVWKLV
frustrate the speaker, but it doesn’t allow us to hear the details.
By waiting until the other person stops talking, it lowers our own
emotional level and allows us to respond more accurately.
$ZNZDUGDWƓUVWŊLQFUHGLEO\KHOSIXOIRUHYHU
Resolution Rules are a somewhat advanced concept and
may appear to cause the conversation to be very stilted
DQGXQFRPIRUWDEOH$WÀUVWWKDW·VDIDLUREVHUYDWLRQ
However, when both parties agree, the minor effort
required to discuss disagreements in this fashion will
lower emotional content, improve listening skills,
direct both parties to “own” the results, and slash lots
of time off the disagreement. All of which are better
WKDQDQRQJRLQJORQJWHUPÀJKW
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How
to Lead

Like a
Weltmeister
German Insights into Excellence,
Teamwork and Success
by: Kerstin Plehwe

$VLGHIURPOHJHQGDU\FDUVZRUOGFODVVEHHUVDQGWKHƓUVWUDWHPDQXIDFWXULQJEHLQJD*HUPDQLVQRWDOZD\V
easy, especially when you are outspoken about your love for the United States of America. But, ever since the
powerful and inspiring victory in the FIFA World Cup, it has become a little bit easier, especially because this
victory could be foreseen purely by a closer look at the greatness of its team.
Getting ahead, reaching the pole position in both global and
extremely competitive markets is not at all easy. But the good
news is it is possible and Germany has added an excellent
example to this gallery of world masters with a simple but often
forgotten recipe: a relentless focus on quality and the one thing
that matters most, a team that makes success happen.
It does not matter if it is a corporate team, a sports team, or
QRQSURÀWWHDP:LWKRYHUDELOOLRQSHRSOHDURXQGWKHJOREH
watching and commenting on the weaknesses of the individual
players, it was not easy to resist the temptation of putting one’s
ego before the team spirit. But, the whole team, every single
player plus the coach, Jogi Löw, resisted and focused on the
thing that matters most if you want to reach the top: remaining
unassuming, polite and focused on your goal. And being focused
is something Germans excel in (sometimes so much that they
32
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DSSHDURYHUHIÀFLHQWQRQKXPRURXVDQGLQVDQHO\RUJDQL]HG ,Q
the end, these team qualities paid off. They can well be used as
an inspiration and analogy for any other team worldwide.
When remembering the matches of the World Cup – from the
agonizing draw against Ghana, the respectable victory against
the US, to the dominating win against Brazil – it becomes
FOHDUWKDWWKLVYLFWRU\LVQRWMXVWDORQJDZDLWHGJUDWLÀFDWLRQ
IRUDUHXQLÀHGQDWLRQLWLVDPDVWHUSLHFHDQGEOXHSULQWIRU
organizations and teams around the world that dare to exchange
TXLFNÀ[HVDQGIDVWEXFNVIRUWKHELJJHVWÀQDQFLDODQGHPRWLRQDO
victories that fuel organizations for decades. In German, a
“Weltmeister” is the best in class, the leader of the pack, the one
who has reached the pole position. Establishing Weltmeister
qualities pays off in multiple ways.

The following are 5 key qualities of a Weltmeister:
 3XWWLQJWKHWHDPÀUVWDQGLPSOHPHQWLQJDVHUYLQJDWWLWXGH
The German team has several world class players, all of them alpha males with long personal records of success. But nevertheless, they
never allowed one ego to step up and leave the others behind. They understood, and were deeply convinced, that by helping their
teammates with a serving, instead of deserving, attitude, they would all reach the highest goal. Funny enough, the youngest talent on
WKHWHDP0DULR*|W]HZDVWKHRQHWKDWVFRUHGWKHÀQDOJRDOSXVKLQJDZKROHQDWLRQLQWRHFVWDV\$Q\EXVLQHVVRUWHDPOHDGHUFDQ
use this approach to establish the qualities of team spirit, a dedication to service and willingness to help one another within their team.
By doing this, teams help themselves grow towards a new level of success.
 ,GHQWLI\LQJDQGQXUWXULQJWDOHQW
Following the roots of success is always interesting. In the case of the German victory it was sourced from a continuous, relentless
search for young talents and a bold investment, not only into their talents, but into everything that the team needed: new training
IDFLOLWLHVGLYHUVLÀHGDQGWUXVWLQJFRDFKHVDVZHOODVJUHDWUHODWLRQVRQWKHLQVLGHDQGRXWVLGHZLWKH[WHUQDOPXOWLSOLHUV$SSO\LQJWKLV
quality to any business leads to a new look at anything that increases the teams productivity. Those investments might sometimes hurt
WKHERWWRPOLQHLQWKHVKRUWYLHZEXWWKH\LQFUHDVHWKHVXFFHVVDQGSURÀWLQWKHORQJHUUXQ
 5HDFKLQJRXWIRU([FHOOHQF\
In our bottom-line focused world, customers often miss good “old world” qualities and authenticity in leaders and brands. Reaching
for nothing less than excellence requires a lot from everybody involved. It requires setting the highest goals in every form of quality:
product quality, customer satisfaction quality, leadership qualities. For the Germans this might be a bit easier since the term “Made in
Germany” has been a long-term warrant for outstanding quality. None the less, it is possible for any organization and individual to
restart their own quest for excellence – and forever step away from mediocrity and failure customers regularly experience, even with
established brands.
 %HLQJZLOOLQJWRSD\WKHSULFH
Sometimes the road to gaining, or regaining, the number one position is long. But, it is always worth it, as long as you are
honest with yourself and the rest of your team about the price that comes with the package. In the case of
the German team, the price was high. It included endless physical training sessions, competitive
video analyses and enduring team development. Applying those actions into the business
world also means a lot of persistence and work. It means precise attention to every
detail in the production and sales process and keeping the team spirit up within
the company even when it seems that all odds are against you. It means to
set different priorities in every day’s work and going the extra mile for
the customer.
 )RFXVRQLQVSLUDWLRQUDWKHUWKDQPRWLYDWLRQ
Motivation is yesterday´s music. Inspiration is today´s
must have for any world class team, because it comes
from within a person and not from without. But,
inspiration itself won´t secure the trophy either.
It has to be followed up with persistent, daily
actions which are exactly what the German
coach, and any corporate leader, can
achieve. Inspiring a team instead of relying
on old-world motivational patterns, like
bonuses, followed up by a joint plan of
action is the key to the big win. Jogi
went for this strategy with his team,
and so can you.
The good thing about these
Weltmeister qualities is that you
do not have to be a soccer fan to
EHDEOHWRIROORZDQGEHQHÀWIURP
them. What this German soccer
team showed game after game
was not only impressive and
inspiring, it was the best proof
that everyone who is willing
to pay the price for excellence
can rise from the ashes of their
past towards a successful future
– regardless if it is a nation, a
corporation or an individual.
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“The Three Rs:”

by: Scott Marcus

$SRZHUIXOVLPSOHWHFKQLTXHWRVWD\RXWRIFRQŴLFW
,WōVGLIƓFXOWWRUHPDLQFDOPDQGFHQWHUHGZKHQDFRZRUNHULVSHHULQJ
over your shoulder trying to make sure you complete your assignment
accurately, or when a well-meaning family member is watching over
your plate to make sure you don’t stray from your diet, or a constituent
is preaching to you about how she would do a better job.
“Here, let me show you an easier way,” or “Do you really think
that will work?” are phrases that many people hear as, “Boy,
\RX·UHUHDOO\SUHWW\VWXSLGDUHQ·W\RX"µ2XUEORRGERLOVÀVWV
clench, and before we can count to ten, we say things like, “Do
I look stupid?” or “Who asked you anyway?” The results of such
interactions go nowhere pleasant.

stop doing the action in the future — you have to tell them.
Without that knowledge, they do not even have the option of
changing. If you don’t explain why his or her action bothers
you, he doesn’t understand. It’s sometimes risky to express your
feelings, but the reality is, others can tell anyway.
So, the second step in preventing these unwanted intrusions in
WKHIXWXUHLVWRUHÁHFWKRZ\RXIHHODERXWLW
(If you don’t feel comfortable or safe discussing your feelings
with particular people, you can skip step two and jump to step
three. However, in personal, important, close relationships, it’s
an important component.)

Having someone tell you how to do something “correctly” (when
you weren’t seeking his advice) is one of the top reasons for
LQWHUSHUVRQDOFRQÁLFW7KHUHLVQRWKLQJ\RXFDQGRWR´XQKHDUµ
the words; therefore the solution must rely in changing how you
react to them. So, the real question becomes, “How does one
avoid being pulled into an unwanted argument and — at the
same time — respectfully explain to the other person that you
would like them to stop doing that?”

Step 3: Redirect the behavior
If your response is simply to shout, “Leave me alone, I’m not an
idiot!” he will — for possibly a longer time than you wish. In
addition, it’s never pleasant to share working or living spaces
with someone with whom you are angry. Therefore, redirect him
— give him something else to do that might actually help you,
while satisfying his desire to be part of your life (or situation).

7KHJRRGQHZVDQGWKHEDGQHZV

Putting the “3 Rs” into action: An example
Let’s assume the problem was someone trying to tell you how to
do a project at work, here’s how the “Three Rs” could be used.

If the person is simply out to share his own special brand of dark
sunshine with you, in other words, spoil your day; there isn’t a
whole lot you can do except grin and bear it. (Well, at least you
can bear it.) However, assuming you are merely the recipient
of unwanted, well-intentioned advice, one method that helps
diffuse the situation is utilizing a simple tool, “The Three Rs”.
Step 1: Recognize the intent of the person, not the action
There is an old Irish proverb, “The road to hell is paved with
good intentions.” Assuming the person offering the advice is
someone with whom you can usually get along (or you usually at
OHDVWWU\WR WKHÀUVWDVVLJQPHQWLVWRVORZGRZQLQ\RXUUHDFWLRQ
long enough to understand that in reality, he or she just wants to
make sure you’re successful at what you’re doing. That is the real
underlying reason why he is directing your actions.
For example, “Should you be eating that?” could be the way that
he is trying to make sure you get to lose the weight you said you
wanted to drop. He wants you to be successful, but doesn’t know
what he can do. Conversely, “Here, let me show you a better
way,” is just another way of saying, “I can show you how to save
some time (or make it easier for you).”
If we can focus on the intention, rather than the words or
actions, we’re half way there.
6WHS5HŴHFWKRZ\RXIHHODERXWWKHVWDWHPHQW
5HVROYLQJFRQÁLFWLVDGRRUWKDWVZLQJVERWKZD\V:HKDYHWR
WDNHVRPHRZQHUVKLSRIWKHVLWXDWLRQLQRUGHUWRÀ[LW$IWHUDOO
there wouldn’t be a disagreement if there was only one person
involved, would there?
Therefore, it’s vital to understand that no one makes anyone
else feel anything. We choose (or we have learned) to react in
a certain fashion to certain situations. Others might not know
what their comments trigger in you, so — if you want them to

34

Today’s Insurance Professionals® Winter 2014 Vol. 71 Issue 4

Suppose you were trying to load the new copier and were
having trouble getting the tray to slide out. Your co-worker, Jeff,
approaches and says, “You’re doing that wrong, let me show you
how to do it right.”
You reply, “Thank you Jeff. I really appreciate your willingness
to help (recognizes the intent). However, it’s important to me to
learn how to do this correctly so I’m not always having to wait for
someone else to help; if you do it, I won’t understand how this
WKLQJJRHVWRJHWKHU UHÁHFWLQJKRZ\RXIHHO 7KHUHIRUH,·GOLNH
it better if you were available for me if I had any questions later.
That would be great!” (redirecting the behavior) By going through
that process, Jeff is appreciated for his attempt, he understands
you a little better, and you and he get to avoid a big blow out.
5HPHPEHUWKH´7KUHH5Vµ5HFRJQL]H5HÁHFW5HGLUHFW,W
might not always work. But when it does, it’s worth the minor
effort it takes.
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develop
\RXULQQHUOHDGHU

IAIP Certified Leadership Program
The IAIP CerƟĮed Leadership Program provides individuals a premier
learning program to develop essenƟal leadership skills for career
development. The program consists of four modules encompassing
17 course topics. Individuals compleƟng the enƟre program are eligible
to apply for the CerƟĮed Leadership Professional (CLP) designaƟon.

Certified Leadership Professional (CLP) Designation
EĞǁĚĞƐŝŐŶĞĞƌĞƋƵŝƌĞŵĞŶƚ͗
Must complete enƟre CerƟĮed
Leadership educaƟon program.

ZĞŶĞǁĂůƌĞƋƵŝƌĞŵĞŶƚ͗
Must complete eight hour CerƟĮed
Leadership update class.

/HDUQPRUH www.insuranceprofessionals.org (GXFDWLRQ!&HUWLILHG/HDGHUVKLS3URJUDP
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At State Auto we focus on our
only means of distribution...
the independent agent!

S TAT E A U T O.COM

PaceSetter Program—exceptional training for your producers
Inner Circle—recognizing agency proﬁtability and growth
Agency and CSR incentives—rewarding our best performers
Proud partner of the IAIP—If you’re interested in partnering
with State Auto, please contact Terra Boroff at 614-917-5128
or email Terra.Boroff@StateAuto.com
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Companies can partner with IAIP to promote the insurance industry
through providing education, networking and industry alliance, as well as
providing insurance products to the general population. Several levels of
corporate partnership are available to meet your business’s needs.
Contact the Director of Marketing at 800-766-6249 extension 4, or email
marketing@iaip-ins.orgWRGD\WRŵQGRXWKRZ\RXUFRPSDQ\FDQEHQHŵW
from partnering with IAIP.
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Advance Your Career
IAIP offers the following prestigious industry designations:
&HUWLŵHG,QVXUDQFH,QGXVWU\3URIHVVLRQDO &,,3
Members may choose to earn the CIIP or the:

Ř &HUWLƓHG3URIHVVLRQDO,QVXUDQFH:RPDQ &3,:
Ř &HUWLƓHG3URIHVVLRQDO,QVXUDQFH0DQ &3,0

'LYHUVLŵHG$GYDQFHG(GXFDWLRQ '$( 
&HUWLŵHG/HDGHUVKLS3URIHVVLRQDO &/3

CONGRATULATIONS!

Designations earned August 16, 2014 through December 1 , 2014

NEW CLPs
Jennifer Kubiak, AIS, AINS, ACS, CIIP, DAE, CLP – Region I
Nancy Alonso, CPCU, CIC, AU, CRIS, ASLI, AINS, CLP – Region VII
Michael Blom, CLP – Region VIII
Robert Rubinstein, HIA, CIIP, CLP – Region VIII

NEW DAEs

To learn more about these
designations, including
how to qualify, visit
insuranceprofessionals.org
and click on
Designations under the
Education tab. Contact
Rebecca Clusserath,
Director of Education at
800-766-6249 extension 3
for more information.

Pamela Nasby, CIC, CISR, CPIW, DAE – Region II
Kathleen Willett, CIC, AAI, CPIW, CISR, CBIA, DAE – Region II
Danielle Wolke, CIC, CISR, CPIW, DAE – Region III
Nancy Hudson, CISR, CIIP, DAE – Region VIII

NEW CIIPs | CPIWs | CPIMs
Heidi Blondin, CISR, CIIP – Region I
Ginger Campbell, CIIP – Region I
Brenda Clark, AINS, CPIW – Region I
Marian Dunkerley, CISR, CIIP – Region IV
Wanda Jackson, AAI, AIS, CISR, CIIP – Region VI
Angela Dawn Gentry, CPIW, AINS – Region VIII
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OUR To promote excellence in the insurance industry by
MISSION underwriting the education of current and future employees.
The Insurance Scholarship Foundation of America (ISFA) is a 501 C 3
public charity, founded in 1993. ISFA is governed by a volunteer Board
of Directors composed of insurance industry leaders who understand
the value of education. The ISFA board has dedicated their resources to
promote and strengthen the insurance industry.
The Insurance Scholarship Foundation of America is proud of creating an
exciting legacy by providing scholarships and making a difference in the
lives of individuals who have chosen Insurance as their career.
In 2014 the ISFA Board of Directors awarded scholarships to the following
college juniors and seniors. These young men and women are the future
of the Insurance Industry, our industry. They represent some of the best
and brightest in the academic ranks and have chosen Insurance as their
career path.
• Edwin Lee, a senior at St. John’s University is majoring in Insurance
& Risk Management. Edwin received a scholarship sponsored by the
Susanne N. Wolfe Scholarship.
• Courtney Bass, a PhD Candidate at Florida State University a major
in Risk Management & Insurance with minors in Finance and
Economics. Courtney received a scholarship sponsored by Marsh.
• Brian Fry, a junior at Appalachian State University is majoring in
Risk Management & Insurance and Finance & Banking. Brian received
a Marsh sponsored scholarship.
• Yancey Hicks, a junior at University of North Carolina at Charlotte
is majoring in Risk Management & Insurance, with a minor in Finance.
Yancey received the Norm Ziegler Trailblazer Scholarship.
Receiving ISFA General Scholarships:

ISFA also awarded three Professional scholarships to men and women
currently working in the insurance industry. These scholarships assist
their goals of achieving excellence in the insurance industry. For 2014,
professional scholarships were awarded to:
• Kathleen Bianculli, CIC, CIIP, DAE, an IAIP member from Region IV
with Sterling Insurance Consulting, LLC. Kathleen received a Canal
Insurance Company sponsored scholarship.
• Elizabeth Gallant, AAI, CPIA, an IAIP member from Region I. She is an
underwriting assistant at Beacon Insurance in Rhode Island. Elizabeth
received a Susanne N. Wolfe scholarship for the CISR courses.
• Adam Fleming, API, CPCU, CIC, AAI, AU is an Inland Marine Training
Manager for Travelers in Hartford, CT. Adam received a Norm Ziegler
Trailblazer Professional Scholarship.
Congratulations to these industry professionals for their hard work and
personal goals of excellence.
ISFA Professional Scholarships awarded during the past 20 years total
$194,000 to 286 recipients from 145 different industry employers.
ISFA continues to be a proud sponsor of the AICPCU/IIA National Honors
Program. Since 2003, ISFA has awarded $12,750 to outstanding
Associate Insurance Services (AIS) distinguished scholars.
The combined Academic, Professional and National Honors Programs
total $450,750 awarded in scholarships over ISFA’s 20 year history!
To continue the ISFA goal of Promoting Excellence through Education
and to strengthen and to encourage advancement of insurance related
careers, we must ensure that students have the education needed to be
exceptional members of our industry.

• Nathan Ortiz, a junior at St. John’s University majoring in Actuarial
Science.
• Brittany Sakson, a junior at St. John’s University majoring is
Actuarial Science.
• Andrew Izzo, a senior at Appalachian State University majoring in
Risk Management and Insurance.

Education is what the Insurance Scholarship Foundation of America is
all about.

Congratulations to all recipients of 2014 ISFA Academic Scholarships
During the past 20 years, ISFA is proud to have awarded a total of
$244,000 in academic scholarships to 194 recipients from 52 different
colleges and universities.

Visit the ISFA website: www: inssfa.org to make your donation to help
ISFA continue the legacy of Promoting Excellence through Education for
another 20 years. ISFA is a 501 (c) (3) public charity. All donations are
tax deductible.

40

Today’s Insurance Professionals® Winter 2014 Vol. 71 Issue 4

With your help, we can continue to provide academic and professional
scholarships to scholars who work for companies like yours as well as those
who may become your future employees.

AN

ASSOCIATION NEWS

WELCOME

New IAIP Members!
Welcome our new members from
August 16, 2014 through December 1, 2014
Region I

Cidalia Antous
Fernanda Ashberg, CIC, ACSR, AAI, CPIA, AIS
Rachael Bassett
Lauren Benzo
Amy Berdis
Ronald Boucher
Jennifer Clark
Dapheney Duncan
Lindsey Farrar
Patricia Fisher
Tricia Gallagher
Nicole Glover
Andrew Greene
Laurie Hillmann
Michael Hughart, LUTCF
Vineetha JaJu Babu
Miranda Karns
Monica Lima
Steve Lindquist
Sharon McMurdy
Peggy Merati, CRIS
Sharon Miket, CISR
Adrecia Milsap
Jennifer Murphy
Stephanie Pearson
Maria Pires Zagar
7ULFLD3XULÀFDWR
Deborah Rashti
Pamela Riley
Tom Romanek
Amanda Stuller, API, AINS, ACS, AIS
Rosemary Tranquilli
Cassandra Troup
Rebecca Tyler
Brissen Violette
Julius Whitehead

Region II

Ginny Bradford
Paula Burgess
Judith Johnson
Joetta MacMiller, CISR, CPIW
Shannon Roberts, CISR
Brady Robinson
Kathy Robinson, AAI, AIC, CIC
Lisa Wachholz, RPLU, AU, AAI, AIS
Julie Westlake

Region III

Kayla Aebischer
Brad Butler, CIC, CPIA, CRIS, HIA
Cindy Tapia Cintron
Maria Cruz Figueroa
Gayle Curtin, CPCU, CRM, ARM, CIC,
ARe, AIM, AU, CLU
Nathalie San Jose Fernandez
Leida Delgado Gonzalez

Mary Grundy
Doritzabell Nieves Hernandez, CISR
Tania Santiago Hernandez
Carole Herrschaft
Vicki Imler
Renee Johnson
Charletta Jordon
Kasey MacTavish
Ginger McGarity
Tracey McPherson
Julie Mitchem
Sabrina Muyano Malo, CISR
Haylie Redd
Yvonne Rivera
Jose Rivera Pinero, CISR, CIC
Jo Ann Rivera Ramos, CISR, CIC
Maily Rosendo Serano
Rosheen Rypel, CIIP, PIAM, ACSR
Elizabeth Shears
Natasha Smith
Elizabeth Williams
Angela Wolfe
Pamela Young
Kimberly Zemek

Gena Kourtis
Denise Lambert
Debra Lee
Alice Mayeaux, JD, APA, CPFI
Audrey McCraw
Rachel McGeough
Jeffrey Miller, LLM
Earl Morrison
Debra Nagel, RN, CCM, CIRS, LNC
Mary Rhodes
Kristie Spensley
Cynthia Sprole, CIC, SPHR
Katelyn St. Blanc
Daphne Thibodeaux, CISR
Heidi Thrash

Region VII

Julie Anderson, CPIW, AAI, AIS
Taunya Crews
Bill Dickey, CIC
Shelby Fitzer

Region VIII

Region IV

Brook Anton
Peggy Baumann
Kelley Braffet
Sherry Case
Ellen Hilger
Douglas Thurman
Carla Torline, CISR, CWCC, PRIS
Andrea Weckbaugh
Ciera Wilson

Region V

Lynda Gentz, AU CIC
Carol Givens, AIS, ACS, AINS
Samantha Harris
Stacey Huft, AIC
Michael Rice, AIS, API, ACS, SM, AINS, CPIM
D’Ana Williams
Nancy Yang

Region VI

Linda Alexander, CISR
Chris Bell
Blaire Belsome
Jessica Clayton
Mary Davis, CISR
Angel DuBose
Dana Funk
James Hailey
Kerri Haydel
Stephanie Jabaley, CIC
Lacey Johnston CISR
Tamica King

Becky Alunan
Lorna Arreola
Andrew Campbell, AU
Mark Coberly
Joan Donofrio
Angela Duenas Morales
Jerry Formisano, CIH, CSP
Angie Gomez
Jeraldine Hartson-Weddle, AINS, CPCU
Christine Jones
Daniel Kawamura
Christine Lista
Alejandra Magana
Janice Martin, CISR
Cathi Marx, ALCM, COSS, CHS-V
Lilia Robinson
Natalie Sherod, AU
Cynthia Skelton
Jeannie Stember
Steven Wasylkiw, CPCU, CRM, ARE, ASLI, AIS

Region IX

Abigail Bonney
Sarah Cassidy
Patricia Childers
Esther Choi
Linda Cooke, CRIS, AFIS
Sarah Davis, SCLA
Patti Fuentes
Sindy Joseph, CISR, CPIW
Jennifer Leppin
Stina Ringgold
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Legacy Foundation Donors
The NAIW International Legacy Foundation wishes to recognize our supporters for their generosity
and commitment to help transform the insurance industry through the development of educational
programs for insurance professionals.
The Legacy Foundation was formed in 2006 as the philanthropic arm of the International
Association of Insurance Professionals, an association of insurance and risk management
professionals dedicated to the perpetuation of those industries through education, networking
and industry alliances.
Donations will be used to:
• Develop education courses
• Fund educational seminars and workshop
• Fund keynote speakers
$OOÀQDQFLDOFRQWULEXWLRQVWRWKH/HJDF\)RXQGDWLRQDUHWD[GHGXFWLEOHDVDFKDULWDEOH
contribution.
We would like to recognize the following individual supporters from August 15, 2014 through
December 1, 2014. Thank you for your continuing support of the Legacy Foundation.

Trendsetters ($100 or more)

Bonnie Adams
Maria Carvalho
Mary Corvaia
Betty Curry In memory of Mary Kirk King
Suzanne Downey
Linda Luka
Carol McManus ,QKRQRURI%HWW\&XUU\
Lauri Oakden
Letitia Riley
Margaret Wildi ,QPHPRU\RI-HUHPLDK:LOOLDP5RVHJUDQGVRQ
RIPHPEHU$QJLH3DONR,QPHPRU\RI/LQGD$QQ+DQOH\
In memory of Mary Kirk King
Alabama Council
Birmingham Area Insurance Professionals ,QKRQRURI$ODEDPD
&RXQFLO&3,:&3,0&,,3GHVLJQHHV
Bloomington-Normal Insurance Association
California Council
Florida Council
Georgia Council
Insurance Professionals of Columbus Ohio In honor of
0LFKHOOH$FNHUPDQQZLQQLQJWKH,32&2,QVXUDQFH
Professional of the Year award, in memory of Linda Hughes,
in memory of Millie Sanders, and in memory
of Virginia Campbell
Mississippi Council In memory of Mary Kirk King
New Jersey Council
Pennsylvania Council
Region I Conference
South Carolina Council
Southwestern Oregon Insurance Professionals
Tennessee Council
Texas Council
Tri County IAIP
We appreciate your generous donations to the Legacy Foundation, and we want to
recognize everyone accordingly with 100% accuracy. If we have inadvertently made an error,
please contact the Legacy Foundation at 800-766-6249 ext. 1 with concerns or corrections.
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Pacesetters ($25 - $99)

Julia Alexander
Grace Allen
Daphne Kay Bryant In memory of Linda Hanley
Gracellen Donnelley
Michele Epstein
Denise Forsythe In memory of Mary Kirk King
Janis Hart
Brenda Hornyak
Sandy Joslin
Cathi Marx
Brittany Parcak
Gina Patterson
Weslyn Pharis In memory of Mary Kirk King
Betty Ribeiro
Sherri Spong In memory of Mary Kirk King
Debra Stevens
Ann Tharp In memory of Mary Kirk King
Susan Wilhelm
Sylvia Wilkins
Rhode Island Council
Rhode Island Council In honor of Donna Varin

Advocates ($1 - $24)

Brenda Bennamon In memory of Mary Kirk King
Carole Bond
Robin Fawkes
Renee Fazeli
Jolene Gilbert
Vickie Harmon
Cherri Harris
Kathleen Marey
Billie Selvidge
Cynthia Taylor
Julie Wagoner

The LAST LINE
'DZQ+DON\DUG$&65&,,3PHPEHUKDVEHHQQDPHG
WKH0DLQHUHFLSLHQWIRU2XWVWDQGLQJ&XVWRPHU6HUYLFH
5HSUHVHQWDWLYHRIWKH<HDUE\WKH1DWLRQDO$OOLDQFHIRU
,QVXUDQFH(GXFDWLRQDQG5HVHDUFK The National Alliance
selects a group of insurance professionals to represent their state
and compete to become The National Outstanding CSR of the
Year. This prestigious award recognizes the contributions and
commitment of those who serve clients within the insurance
industry. Entrants must have demonstrated commendable service
to their agencies, their industry and their communities.

7HUU\-6PLWK&,&&50
&3&8$50$,6ZDVSUHVHQWHG
ZLWKWKH&50'HVLJQDWLRQ
DWWKH1DWLRQDO$OOLDQFH
&RQIHUPHQW&HUHPRQ\LQ
2FWREHUTerry is a professional
who is very dedicated to his
Educational Goals. We are so
proud of him!

Stacey Perry
Region I
Insurance Association of Greater Houlton

Sheree Pendergrass, CIC, CRM, CLP, CIIP
Region VIII
President, Las Vegas Insurance
Professionals

.DWKDULQH01RKU(VTZDVDJXHVW
OHFWXUHUDWWKH8QLYHUVLW\RI8WDK&ROOHJH
RI/DZRQ2FWREHU She spoke to
two Tort classes and the sports law group
regarding sports law and risk management.
Ms. Nohr is now offering career
longevity risk management consulting to
professional athletes.

0DUWKD(OOLRWW&,65ZLWK
0DUVK 0F/HQQDQ$JHQF\
LQ2YHUODQG3DUNKDVEHHQ
UHFRJQL]HGE\7KH1DWLRQDO
$OOLDQFHDVWKHVWDWH·V
2XWVWDQGLQJ&65RIWKH<HDU
The award recognizes the
important role of CSRs within
the insurance industry. To
qualify for the top state honor,
the 2014 candidates submitted
an essay on ways that CSRs
can have a meaningful impact
on new and renewal business
written by their agency.
Martha Elliott
Region VII
Insurance Association of Surburban
Kansas City

Katharine M. Nohr, Esq
Region VIII
Honolulu Association of Insurance Professionals

&RQJUDWXODWLRQVWR0V7HUHVD&6KHSSDUG&,&&,65$$,$&65&3,:$,6
$FFRXQW0DQDJHUIRU&DPSEHOO,QVXUDQFHIRUEHLQJDZDUGHGWKH1DWLRQDO
2XWVWDQGLQJ&65RIWKH<HDU$ZDUG Ms. Campbell was selected from 42 state
ZLQQHUV$IWHUÀYHÀQDOLVWVZHUHFKRVHQIURPWKLVÀHOGDSDQHOHYDOXDWHGWKHÀQDOLVWV
based on their individual contributions to the insurance community and the strength
of their essays. Teresa Sheppard was praised by an associate as “an inspiration
and leader for others. She is a supporter of insurance education and professional
development for insurance women in our industry. Her numerous designations are
just one example of her commitment to professional growth.”

7KH9LUJLQLD&RXQFLORI,$,3 held its
28th Annual State Council Meeting
September 5-6 in Abingdon, VA.
Jessica Pruitt
Region II
Insurance Professionals of Southwest Virginia
&KULVWLQD0XUSK\&,&
&,65&/3ZDVSUHVHQWHG
ZLWKWKH&,&'HVLJQDWLRQ
DWWKH1DWLRQDO$OOLDQFH
&RQIHUPHQW&HUHPRQ\LQ
2FWREHU Christina worked
very hard to earn this
designation. We are all so
very proud of her!
Sheree Pendergrass, CIC, CRM,
CLP, CIIP
Region VIII
President, Las Vegas Insurance
Professionals

Kathleen Willett
Region II
Raleigh Association of Insurance Professionals
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LEGACY
FOUNDATION
The Legacy Foundation was formed in 2006 as
the philanthropic arm of the International Association
of Insurance Professionals, best known for
providing insurance education, skills enhancement
and leadership development to its members.
Make a contribution by mail or online at:
Legacy Foundation
c/o IAIP
3525 Piedmont Road
Building Five, Suite 300
Atlanta, GA 30305
or visit www.insuranceprofessionals.org
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