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President’s
Message
Time to Take a Detour!
Detour! What are detours? They are
alternate routes that are taken due to
changes in circumstances, some by design
and some unexpected. We acknowledged
the challenges we saw ahead for us, but
no one expected the COVID-19 pandemic
or the unprecedented conditions
currently in our society, along with a
continual string of catastrophic events.

We intend for each and every one of
us to SHINE:

Today’s insurance professionals are
navigating aspects of risk management
in uncharted waters. Our professional
training and education, industry
connections and life experiences are
being called upon to provide solutions
and manage realities like never before.
The services we provide to our clients,
communities and industry have never
been more relevant.

Navigate of our members’ needs

We are all hearing the term “New
Normal”, which can be loosely described
as the current state after a dramatic
change has transpired; replacing the
usual and expected, creating a dramatic
shift on how we deal with current
situations. And as we saw how all aspects
of our lives changed suddenly this past
spring, these situations have caused
us to reflect on our “whys”, shift our
priorities, and juggle multiple competing
priorities, personally and professionally.
As an association we have been able
to successfully adapt to our virtual
environment. We were able to change
quickly when we had no other choice.
We have the same sense of urgency to
make decisions that will ensure the future
success for IAIP. We must move forward,
adapt and change.
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Strengthen our relationships and
connections

Lauri Oakden-Binder,
RWCS, CRIS, CLP, CIIP

IAIP President 2020-2021

Hasten our outreach – not only to
each other – but our industry and
community partners
Inclusion
Engagement
IAIP can provide us with “roadside
assistance” through our connections,
professional development and
educational opportunities, grants
and scholarships, virtual Town Hall
meetings and FIT activities to develop
our individual trail maps to physical and
intellectual fitness – no better time for
“Finding Inspiration Together”.
While the “New Normal” has created
major detours in our professional and
personal lives, as well as our association,
your Board of Directors continues to
tackle these challenges head on. Today,
we are still looking at the horizon and
charting the path, full speed ahead. How
will you SHINE? All In. Together.

…Connecting Members… Building Careers.

Lauri Oakden-Binder,
RWCS,CRIS,CLP, CIIP
IAIP President 2020-2021
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Keeping

CO-NN-ECT-ED
in a COVID
Environment
by: Brenda Kluger, CRM, CIC, CISR, CLP, CIIP

Associations today find themselves walking a fine line of keeping
connected with their members while operating in a socially
distanced environment. International Association of Insurance
Professionals (IAIP) members know the importance of networking
in recruiting potential members, mentoring new members,
continuing membership interaction, and completing committee
functions. We all now face the hurdle of keeping these efforts on
track amidst mandates, social distancing, and individual’s varying
comfort levels during the pandemic.
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As schools across the country have begun to implement their
return to learn plans, members are feeling the urge to return
to some normalcy of operation as well. Maintaining face-toface interaction aids in communication, collaboration, and
cohesiveness. So how can members keep each other engaged,
committees on task and boards continuing to guide, all while
incorporating the new normal of social distancing?
IAIP members vary greatly so there is no one-size-fits-all
solution. Instead, the tables below offer suggestions and
resources for varying aspects of membership activity. These are
not an all-inclusive list of options, but rather a place to start after
reviewing a few simple criteria. (All options are presented in
alphabetical order with no product recommendations offered.)

AM

ASSOCIATION MANAGEMENT

MEETING OPTIONS
PRICE

CAPACITY

DURATION

Up to 100 participants

Unlimited
(if recording,
maximum of 2 hrs.)

GoToMeeting

Varies (based on participants)

Join.me

Free Trial
Plans vary based on numbers
of users & features

Up to 100 participants

Unlimited

Slack

Free Trial
Plans vary by features

Up to 15 participants

Review plan

Free – Personal
Plans vary by features

Up to 100 participants
(option available for up to
200 participants)

WebEx

Zoom

Free – Basic
Plans vary

Free - Up to 100 participants
Plans vary

FORMATS & FEATURES
Phone Call
Video Conferencing
Screen Share
Conference Recording
Webinar
Personalized URL
Audio & Video Conferencing
Screen, documents
& Media Share
Webinar
Voice & Video
Screen Sharing
File Storage

Free - 50 minutes
Plan - Unlimited

Call-In Audio Video
within Call
Content Sharing
Recording
Transcriptions

Free - 40 minutes
Plan - Unlimited

Phone Call
Video Conferencing
Content Sharing
Need Zoom Webinar to host
webinar

FORMATS & FEATURES

SOCIAL & COMMITTEE MEETING OPTIONS
PRICE

CAPACITY

DURATION

FaceTime

Free

Up to 32 participants

Unlimited

Only on Apple products

Google Hangouts

Free

Up to 10 participants

Unlimited

Google Duo is an option that
meshes iPhones
and androids
Video Conferencing
Availability to play games
during call
Recording Available

Houseparty

Free

Up to 8 participants

Unlimited

Skype

Free

Up to 50 participants

Up to 4 hours

Video Conferencing
Recording Available

Whatsapp

Free

Up to 8 participants

Unlimited

Video Conferencing
Connect Worldwide
with no Fees
Document Sharing

Zocials (Hosted on Zoom)

Free – Basic Plans Vary

Free - Up to 100 participants
Plans vary

Free - 40 minutes
Plan - Unlimited

Phone Call
Video Conferencing
Content Sharing
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VOTING OPTIONS
PRICE

CAPACITY

FEATURES

DirectVoteLive

Free Trial
Starts at $49/month

Depends on Package

Customizable dashboards
Respond from any device

Poll Everywhere

Free Intro
Plans vary

Free - 25 maximum
Plans vary

Unlimited questions
Show live results
Create reports
Respond via browser, text, or app

Virtual Meeting

Depends on Meeting
Format Used

Depends on
Meeting Format Used

Meeting chair can do a roll call for
attendees to submit voice vote

PRICE

CAPACITY

FEATURES

Accelevents

20% of total ticket sales
OR
$3/attendee

Unlimited

Attendees have own personal dashboard
Analytics available

Vimeo Livestream

$75/month
OR
Other Plans Available

Unlimited

Stream via social media
Interactive audience engagement
Analytics available

EVENT OPTIONS

If you elect to pursue a contract with a company, be sure to
thoroughly review all details of the contract before signing.
Now that you are selecting a virtual platform to connect with
your members, you may be ready for the next step of planning
your meeting or event. If you are looking for additional
information, the September 2020 Connections e-Newsletter of
IAIP had an article titled, The Resource Spotlight: Virtual Events,
which offered tips of what to consider when changing from a live
to virtual event.
Kudos to those leaders that are looking to or have incorporated
some type of virtual engagement with their members already.
Members join to be part of something and keeping them engaged
is essential. Even in a pandemic.

About the Author

Brenda Kluger, CRM, CIC, CISR, CLP, CIIP is currently employed
with the Independent Insurance Agents of Iowa. She has her BS in
Business Administration and Business Education from Morningside
College and her MBA from Indiana Wesleyan University. Brenda
is a member of the Insurance Association of Greater Des Moines,
Inc. (IAGDM) which is affiliated with IAIP where she has been a
member since 1994.
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LESSONS LEARNED
by: Penny Duer, API, CPCU, AINS, CPIW and
Geraldine Plott, CPCU, FCLA, SCLA, AIC, ARM, AIS, AINS, CIIP, DAE, CLP

WOW! What a year 2020 has been! We
began the year planning for Regional
and International Conventions. Putting
our schedules together, gathering our
committees, arranging our venues,
approaching exhibitors and sponsors,
arranging for speakers, deciding what
type of education to provide, putting
together registrations forms, planning
menus and breaks, and beginning to
encourage members to attend. For those
involved in putting on conventions, it was
business as usual.
NOT! In March our world turned
completely upside down! We found
ourselves grounded. We were encouraged
to distance ourselves, to remain at
home, to shelter in place; our world
was completely closed. Now what? This
is where our innovation and creativity
kicked in. We discovered nothing is
impossible if you put your mind to it. We
did a pivot and began our new virtual
experience. It would not replace our
past inperson conventions, but we were
able to complete our business and on
schedule. We did not let the ‘closed’ sign
stop us.
We pulled together and completed five
of our seven Regional Conventions
‘virtually’; completing CWC competitions,
officer elections, providing educational
courses and announcing award winners
— we took care of business. Then
we moved on to the International
Convention, finishing our annual business
with a flourish including three days
of education, virtual networking with
members from all over the US, and
we managed to put some ‘fun’ in the
process! We held virtual ‘Social Hours’,
engaging members with virtual bingo and
scavenger hunts. We realized we could
conduct our business and engage our
members virtually. It also did not hamper
our ability to be competitive and raise
dollars for our NAIW Legacy Foundation.
Thanks to our ever competitive and
supportive members, this was the most
beneficial fundraising event we have held

and all virtually!
Unfortunately, we cannot assume things
will go back to what we considered
‘normal’ and must face the fact that this
may be our ‘new normal’. We are very
solidly in the (VR) Virtual Reality world;
the computer-generated simulation
where people interact within an artificial
three-dimensional environment using
electronic devices. We have a world where
technology is taught at an early age and
children are very accustomed to video
games and computers. This virtual reality
has proven to be an effective method to
meet, learn, and network remotely. It
can be done from the comfort of home, it
eliminates the need for travel, it is suitable
for different learning styles, and can be
done while saving time and money. We are
currently participating in virtual meetings,
also referred to as virtual conferencing,
with people in the same city or across the
country. We are able to see and hear the
speakers, use audio replies, group chat,
take polls, and provide feedback. All of
this from the comfort of our home or
office.
As we plan for the new year preparing for
meetings, Regional Conferences and our
International Convention, we know we
are only limited by our own imaginations.
With the arrival of such software as
Zoom, WebEx and Teams we have the
opportunity to reach current and new
members; to train, engage and take care
of our association business. COVID-19
has brought this technology to the
forefront. This virus will eventually pass,
and we will begin to meet in person once
again. I would, however, be surprised
if we go back to sitting around a table
listening to conference calls from remote
participants without video or document
sharing — not with the new and vast
technology options available.
While COVID-19 may have caused us to
pause, it was only momentary, and it did
not defeat us! This Coronavirus opened
new opportunities. Even during the

disruption of this pandemic – we, as IAIP
members, continue to find ways to guide
and manage our association! We continue
to navigate and conquer our ‘new normal’!

About the Authors

Penny J Duer, CPCU, API, CPIW, AINS,
Region IV Vice President. She has worked
in the insurance industry for 34 years,
beginning her career in an independent
agency as bookkeeper, commercial lines
and personal lines CSR and finally
personal lines producer. She is currently
retired from Central Insurance Companies
in Van Wert, OH where she worked
for over 22 years as a Personal Lines
Underwriter handling five states. Penny
joined IAIP in 1998 as a member of the
Buckeye Insurance Professionals.
Geraldine has more than 35 years in the
insurance industry and has taken part
in all aspects of the company operation
except sales. She has always been a strong
advocate of education as her designations
reflect. She made the leap in 2007 to get
her degree in Business Administration – a
result of a speaker’s influence at an IAIP
meeting). She joined IAIP in 2002 and has
served or chaired on all the committees on
the local, state, regional and international
levels. She has been a local President three
times, North Carolina Council Director in
2013-2015, Region II VP in 2016-2018
and currently is your IAIP President Elect.
Geraldine enjoys cooking, gardening,
reading and spending time with family
and friends. She also has a loving/sweet
Boston terrier named Molly who rather
play ball than eat. She has three grown
children, eight grandchildren and one great
granddaughter.
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2020
CONFIDENCE
WHILE
COMMUNICATING
SPOTLIGHT
by: Angela Gentry-McNeil and Marcella Reynolds Beasley

OUR HISTORY
Before being known as Confidence While Communicating
(CWC), the precursor to our program was entitled LACE - Let’s
All Communicate Effectively. This became a designated, national
program for all members in 1969. At this time, our organization
was known as the National Association of Insurance Women
(NAIW).
The first speak-off competition was held in 1973 and only
consisted of a three-minute prepared speech. In 1976, the
one-minute impromptu speech was added. In 1987, LACE was
rebranded into Communicating with Confidence and made
available to the public. However, due to copyright issues, we
renamed the program Confidence While Communicating and it
evolved into the educational program and competition format
we use today.
CWC has been a staple of the education courses offered by our
association. The purpose of this program is to help students
improve their communication skills and hone their ability to
speak in a public forum. Thousands of students have completed
the program since its inception. The majority have been
professionals enriched by their participation, and with thanks to
this program, have become able spokespeople for their industry
and other organizations.
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CWC BENEFITS:

• Increase self confidence

• Improve professional communication skills

• Increase knowledge of individual techniques to:
• Reduce and control nervousness
• Eliminate personal inhibitions
• Think clearly

• React effectively under pressure

• Develop poise when speaking before small or large groups
• Heighten professionalism

• Improve overall value to employers
• Develop leadership skills

• Improve the art of listening
Each year, students who have completed the course are eligible
to compete in their local, council, regional and international
speak-off events. This year we had six contestants representing
six of our seven regions at the International Convention’s CWC
Speak-Off competition. COVID-19 forced CWC to go virtual.
Region VI and Region VII were able to compete in person at
their regional conferences, however the balance of regions went
virtual. As our country continued to remain socially distant, our
Executive Board moved our International Convention to a virtual
format, leading to the first-ever virtual International CWC Speakoff. The live competition was held on June 8th. The competition
was recorded and then aired during our first-ever virtual
convention on June 11th. This was the first time contestants
were able to see the other international competitors’ speeches
and the first time we had a male contestant at the international
level. The winner, Keri Herlong from Region VII, was announced
on Saturday, June 13th during the virtual awards ceremony.
All the regional winners were interviewed, and they were all in
agreement that this year’s competition made them both nervous
and excited with the new, virtual experience. Here are some of
the comments from the regional winners:
Region I – Barbara Chintala, AIS, AINS, API, CIIP
(Completed CWC in 2016)
When asked about the experience being done virtually at the
regional level, Barbara stated, “Competing virtually was a
challenge. It was very weird not walking into a room and having
your friends there clapping for you. I can’t say I hated it or loved
it, but it was very different.”
Region III – Erin Tolbert, CPCU, AU-M, AU, ARC, API, AIS, AINS,
AIM, AIC-M, AIC, AIAF, SCLA-Gold (ACLA, CCLA, FCLA, PCLA,
WCLA), AAIC AgAdvisor (Completed CWC in 2019)
When asked how she would rate CWC as a program, Erin
replied, “I think it is very valuable for someone that has a fear of
public speaking to build their confidence and give speeches.”
Region IV – Vikki Angelo, AIC, CLP, ITP, CPIW, CCA
(Completed CWC in 1996)
Vikki was also asked how she rated the CWC program and said,
“It is an awesome program. Probably the best IAIP offers.”

Region V – Michael Jurado, LUTCF (Completed CWC in 2020)
When asked how he felt about completing the CWC program
virtually, Michael stated, “Better than expected”. He, along with
the other competitors, would definitely recommend the CWC
course to anyone looking to hone their public speaking skills.
Region VI – Angi Gentry-McNeil, AFIS, ACSR, CPIW, AINS
(Completed CWC in 2010)
“Vikki Angelo and I were automatically promoted to the
International competition as there were no other competitors
from our region. However, that didn’t negate our enthusiasm and
honor we felt to be able to compete on the International level.”
Region VII – Keri Herlong, CPCU, CRM, CLP, CIC, CISR, ACSR,
AIM, CIIP (Completed CWC in 2018)
Keri stated “CWC has been amazing for me. I have never been
one who is comfortable being the center of attention. Taking
the class was very beneficial in learning the academic aspects
of speaking. The competition part is essential to putting that
academics into action. Practicing what I have learned and
listening to others, either in competition or just in general,
makes me very conscious of the importance of public speaking
skills. If public speaking is something a person aspires to, this is
an excellent platform for getting started.”
We were all enthusiastic about the new virtual platform. It
provided all members with the freedom to not only experience
the CWC competition, but the ability to attend the entire
Convention – even if they were not able to attend in person.

About the Authors

Angela Gentry-McNeil, AFIS, ACSR, CPIW, AINS - Angela is a
Commercial Lines Account Executive for The Kirksey Agency, Inc.,
an independently owned family agency located in West Monroe,
LA. Angela started working in the insurance industry 29 years
ago as a file clerk, and now services a large commercial book of
business that includes a majority of general contractors and subcontractors. However, her book also consists of many other types
of risks for many different classes of business. Angela is a member
of the Insurance Professionals of Northeast Louisiana where she
serves her local board as Secretary, Safety Chair, Employment Chair
and Public Relations Chair and is a committee member for the
International Marketing & Publications Task Force.
Marcella Reynolds Beasley, MA, CIC, CISR, CRIS, CCIP, MLIS, CIIP,
CLP - Marcella is an Account Manager for the Construction Services
Group, Fresno location. She graduated with a B.A. in Theater &
Dance and a B.S. in Political Science from Santa Clara University,
then achieved a master’s degree from St. John’s University while
living in Rome, Italy. Marcella started working in the insurance
industry seven years ago in the mail room, and now services a large
contractor book of business that includes general contractors, subcontractors, and federal & governmental defense contractors. As
part of Insurance Associates of Fresno, she serves her local board as
Secretary and Membership Chair, California Council Membership
Chair-Elect, Region VII Education Liaison, and is a committee
member for the International Marketing & Publications Task Force.
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HELP IAIP SHINE!
• Enhance the member experience
• Increase industry visibility
• Expand education offerings
Timeline: November 1, 2020 – June 1, 2021

IMPROVEMENT

ESTIMATED INVESTMENT

Website Redesign

$10,611

Learning Management System
Website Functionalty Enhancements
Corporate Outreach Marketing Campaign

$16,364
$2,455
$15,570

REGIONAL COMPETITION
Show your spirit for IAIP and help your region earn the Gold Star.

$25

Regional Capital Campaign goals are based on an average donation
of $25 per member equaling the total goal of $45,000 for all regions.

CLICK HERE TO DONATE
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Embracing the Human
Connection for Success

by: Genevieve Piturro

In the past 20 years, I have seen extraordinary things happen
when we meet face to face. The Human Connection has
inexplicable power - it can be profound and transforming, and
it always evokes respect. It is in these moments when we lead
with meaning that we move mountains, and more significantly,
it’s when we move people. This is because it’s here we begin to
connect heart to heart.
How do I know this? Because I was disconnected myself twenty
years ago. It took a little girl’s simple question to unnerve me and
then propel me into a life filled with meaning. I am a witness to
the power of the extraordinary human connection at work.

vulnerable and honest, look each other in the eyes, but in my
book, that’s so much better than being alone and lonely.
When we take the time to connect, our hearts feel fuller and
in fact, we become healthier. Scientists are investigating the
biological and behavioral factors that account for the health
benefits of connecting with others. For example, they’ve found
that it helps relieve harmful levels of stress, which can adversely
affect coronary arteries, gut function, insulin regulation, and the
immune system. Another line of research suggests that caring
behaviors trigger the release of stress-reducing hormones.

I loved my career climbing the corporate ladder. I graduated
college and began working in marketing in New York City. At
37, I was single and I had everything I wanted - family, friends,
travel for business and pleasure, an apartment I owned - and
very nice material things. I thought that was all I needed for a
fulfilling and well-lived life. And then one day out of the blue
I heard a voice inside me ask, “If this is the next 30 years, is it
enough?” And right then and there I knew the answer, “No, I
missed something.” I was a work-a-holic with no purpose other
than to increase power and status for me and for others on
the corporate track. What was missing? I knew immediately
- children. So, I began reading to children at night in shelters
and when I saw they were sleeping in their soiled and ill-fitting
clothes, I brought pajamas for them. That first night handing out
pajamas a little girl timidly asked me, “What are pajamas?”
That little girl’s question shook me to my core, and I knew
big changes lay ahead for me. All I had was a simple story, a
moment of reckoning with myself through that child, to share
with family, friends and anyone who would listen. And share I
did. I told my story day and night and the reaction I saw in the
eyes of strangers was exactly my reaction, “This can’t be, we
have to change this for these children, we can change this.”
I continued in my present job for months, knowing in my heart
that very soon I would jump off that corporate ladder. And I did,
to start Pajama Program in 2001, which has distributed more
than 7 million new pajamas and new books to children in the US
through our 60 chapters coast to coast.
When we restore the human connection to our lives, we also
restore meaning to our lives because we start to care about each
other and what we can accomplish together. Sharing my story
brought thousands of people together, people looking to add
comfort and love to the lives of these children. But the most
powerful lesson we’ve all learned is that our work together gave
meaning and purpose to our own lives, changing and bonding
us forever. We connected with each other’s hearts, as each of us
connected to that little girl’s heart.
When we restore The Human Connection to our lives, we soar!
We laugh with each other; we rally for one another and we
feel the joys and fears of others. Yes, it can be difficult to be

We’ve been looking down and away from each other, relying
on technology and gadgets to communicate personally for too
long. It’s no coincidence that because we are wearing masks
now, we’re communicating through our eyes, where we begin
to connect through our hearts. This is the beginning of feeling
compassion for one another; learning to respect each other and
trusting what we can finally see.

About the Author

Genevieve was a TV executive in NYC for 20 years when a little
girl’s question changed the course of her life - and she jumped off
the corporate ladder. She began delivering pajamas and books
to children in shelters and in 2001 founded Pajama Program, a
national non-profit which is recognized for both its success – to
date having delivered 7 million new pajamas and new books to
children - and Genevieve’s story. Genevieve is a professional speaker
and consultant, inspiring people to listen to their heart-voice
connection to achieve success. Her first book: Purpose, Passion
and Pajamas: How to Transform Your Life, Embrace the Human
Connection and Lead with Meaning, will was released August 4,
2020. Her debut TEDx talk: 1 Idea + The Human Connection =
7 Million Pajamas and Books also debuted August 2020. Genevieve
has been interviewed on various media including OPRAH, TODAY,
GMA, CNN, Fox & Friends, O Magazine and Forbes, rang the
Nasdaq bell in 2016, and is the recipient of many awards.
Today’s Insurance Professionals® Fall-Winter 2020

Vol. 77

Issue 3

13

CD

CAREER DEVELOPMENT

WHAT IS A

L.E.A.D.E.R.?

by: Lisa R Hardin, CPCU, CPIW, AIC, AIS, ACS, AINS, CCLS, CLP, DAE

We’ve all had a supervisor, director or even
a CEO who’s in a position of power but isn’t
a leader. Someone who micro-managed
everyone’s work, watched over your shoulder
all the time, didn’t trust you or your abilities,
and never allowed you to grow beyond your
current role, and then turned around and
took credit for all your hard work.
We’ve also all known that frontline
associate who had the respect of
everyone in the office. They may not
have been in an official leadership role,
but they were a leader in their own right.
They supported you and pointed you in
the right direction. They helped make
you better. We can all also recall that one
manager who understood us, challenged
us, and encouraged us to grow, and then
celebrated with us when we earned that
next promotion.
The differences between these leaders
seem obvious, but a true leader, no
matter their actual title, has the qualities
of a LEADER.
14
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What exactly are those qualities?

L

is for Listen. A true leader
listens. They actually hear
what you say. When they
ask for an opinion or advice,
they are truly asking for your
input because they recognize they don’t
have all the answers. They seek out
information to help them make the best
decision. And they give credit where
credit is due.

E

is for Enthusiasm.
Enthusiasm and passion
are two sides of the same
coin. True leaders have an
enthusiasm and passion for the
work they do. They want to succeed but
they also want everyone around them to
succeed. They get excited when they’re
engaged with people who share the
same interests or who add value to the
conversation. When someone comes up
with an idea that propels the movement
forward, they embrace it.
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A

is for Attitude. As the saying
goes “Attitude is Everything”.
I wholeheartedly agree. We’ve
all come across a “Negative
Nellie/Nelson” in our lives. That
person who only sees the downside in
every situation, will never accept change,
and who would rather spend their day
complaining about how it should be done
rather than actually being productive. But
most of us can also name a person who
consistently looks at the positive side,
accepts change for what it is – inevitable -and makes it work. Which person tends to
be more successful? Which person do you
prefer to work with? Which one are you?

D

is for Determination.
Determination is the quality
that pushed us towards our
goals. A true leader with
determination pushes their
team toward success but also recognizes
how the strengths of each person moves
the team or company forward. They
capitalize on those strengths to the
benefit of the overall goal. A true leader
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doesn’t seek glory for themselves, but
sees a job well done as a reflection on
their skills to bring the appropriate team
together for the task at hand. A true
leader chooses the right people for the
job at hand.

E

is for Education. A true
leader recognizes that
education is an ongoing
process. Things change and
evolve and it is important to
remain vigilant. While it’s not important
to be current on every change within our
industry, a true leader recognizes those
who are experts in their fields and seeks
their expertise to make decisions and
plan for the future.

R

is for Respect. This may be
the most important quality of
a true leader. True leaders are
not only respected themselves,
but they respect others in
return. They know respect is not given
lightly and that it must be earned, not
demanded. Respect is earned by one’s
actions, not by simply having a certain
title or position. A true leader also knows

FLOOD INSURANCE
CHANGES
EVERYTHING

respect can be lost in an instant, again
because of one’s actions. Respect is a
powerful tool, to be used wisely and
responsibility.
In summary, a true leader listens to others,
is enthusiastic about the subject matter or
task at hand, maintains a positive attitude,
is determined to succeed with the help of
others, values ongoing education and has
earned respect due to their actions.
Leadership development is one of the
strongholds of IAIP membership, along
with education and networking. As an
organization we promote ourselves as
leadership developers and have proven it
with the Certified Leadership Professional
(CLP) designation.
Think about it for a minute – Certified
Leadership Professional – and the
weight it carries. In awarding the CLP
designation, IAIP certifies that recipients
have taken the time to examine
themselves and their work ethic, have
resolved to be more professional not only
in their interactions with customers but
anyone they work with on a day-to-day

basis. And they understand what it means
to be a LEADER.
What other organization can make
this statement? None that I know of.
IAIP is unique in its commitment to
preparing the leaders of the future,
regardless if they stay in the insurance/
risk management industry or not. As
an organization, IAIP recognizes that
effective leaders are not always found
in traditional leadership roles and that
leadership skills are transferable to any
organization. This is part of our IAIP
foundation. Now, we must build on it.
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Time is a limited resource that you cannot acquire more of;
make sure you use it wisely as you grow your career.
There is so much pressure to live your best life, multiply your
efforts by ten and strike while the iron is hot. With so much
information coming at us as professionals it can be difficult
to determine whether we are doing the right thing to propel
our career forward. Moving forward isn’t the only measure of
success. It is possible to be moving forward in an endless circle
that goes nowhere.

Asking the right questions for growth.

How, then, do we ensure that our personal development and
professional efforts are not being wasted? We share three keys to
ensure that you are not wasting your time. Professionals, leaders,
and managers can share these steps to help review whether our
will to succeed is leading down the path of achievement.
STEP 1: MEASURE YOUR GROWTH EFFORTS CORRECTLY.

Recognize that moving forward isn’t the only measure of
progress. Like being lost in the woods, we can be walking with
great effort and purpose and yet find that we have succeeded
only in arriving at the spot from which we started. How terrible
is it to realize we’ve spent all this time only to discover that
we moved forward in a large and arduous circle? Our setback
wasn’t for lack of effort, but for lack of skill and commitment to
identifying a reference point. In business, we need benchmarks
that track our progress.

Start this directed effort by answering, what is
my vision?

Where do I want to be? Who do I need to be to get there? What
do I need to do in order to move in that direction? In her book,
Unqualified Success, Rachel Stewart reminds us that the key to
success starts with understanding that, “The only qualification to
get better: being willing to suck when you start.”
STEP 2: IDENTIFY REFERENCE POINTS FOR YOUR
GROWTH PROGRESS.

We recently, and successfully, trained our first adolescent driver
in our immediate family. The one thing that we continued to
stress, whether they were positioning themselves in their lane
or preparing to reverse into a parking spot, was that you have to
identify a reference point. If we are going to reach our goals, we
need a reference point to guide us. By locating reference points,
we can direct our steps towards our goal and track whether we
are making progress.

Put some teeth to your vision by answering:
What are my goals?

Move your vision into action by setting some goals. You can work
forward from where you are, or you can work backward from
where you want to be. Often it is best to think of where you
want to be in 10 years: what does that vision look like? In his
book Traction, Gino Wickman advises that once you know where
you want to be in 10 years you can break your vision into action

steps. Keep it simple but
make it trackable. In
Traction’s terminology,
with a vision of your 10year target you can create
a three-year picture from
which you develop a
one-year plan which you
can break into quarterly
“Rocks”.
STEP 3: MOVE YOUR
GROWTH ONWARD
AND UPWARD.

Wherever you are on the
leadership ladder, most in
a position of leadership
would say that they have the will to succeed. What separates
achievers from dreamers is the ability to develop a framework
and follow-through from a plan of action. Align your will to
succeed with a direction based on your reference point to ensure
you are moving in the right direction. Honesty with one’s self is
as essential as constructive input from trusted mentors.

Continue to adapt by asking: Is this working?

Just because you have a vision and have started making
progress does not mean that you can miss a turn or get caught
in another loop. The value of having a written plan is that you
have something to measure your progress against. If you add
some peers to your circle or a mentor, you can bring insights and
accountability. Your plan likely will change as you move forward,
you adapt as you learn new information from trying, failing, and
receiving feedback.

Growth requires will, skill and chill.

Growth requires moving beyond one’s comfort zone and progress
requires will, skill and chill to reach one’s goals. We can say we
have the will, but how consistently are we moving in step with
our vision? Skills can be learned and life is a continual effort
to improve. Chill is the learned ability to understand that we
can survive this. The three combined allow us to push through
obstacles, redirect our path and bring quality people to assist our
efforts. The will to succeed combined with the skill to accurately
assess whether we are making headway can provide the chill to
endure any obstacle.

About the Author
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Today’s Insurance Professionals® Fall-Winter 2020

Vol. 77

Issue 3

17

IT

INDUSTRY TRENDS

5 THINGS
THAT DRIVE
WORKERS’ COMP
ADJUSTERS

CRAZY
by: Lou Ohki
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Although the insurance industry has been
flipped upside down by COVID-19, there
are aspects of California’s Workers Comp
market that will always drive adjusters crazy.
Michelle E. Weatherson provides insight on
these points with us. Michelle has over thirty
years of experience with State Compensation
Insurance Fund. When the market hardened
in the 1990s, State Fund had a massive
increase in market share, serving as a
safety net while other carriers were leaving
California and shutting down. Michelle got
into claims during that market shift and has
never looked back! Here are the top five
things that drive worker’s compensation
adjusters crazy.
1. Unresponsive employers/policyholders
The first critical decision an adjuster
makes is whether or not to accept liability
for a claim. California law requires that
carriers give notice of decision to accept,
deny, or delay a claim within 14 days of
the report of injury to the carrier. State
Fund strives to connect with the injured
worker, the employer, and if needed,
the medical provider within 48 hours.
We do this to gather all the facts needed
to make the most important decision
in the life of a claim—whether we owe
benefits or not. Our goal is always to
gather the facts needed to make that
initial compensability decision as quickly
as possible, and to notify all parties
no later than the 14-day requirement.
If the employer is unresponsive, the
injured worker may be left in limbo with
treatment and benefits.
Once a claim is accepted, the next
critical decision is assignment of benefits.
The amount of disability payment
is calculated based on wages. It is
imperative that the employer provide
complete and accurate wage information.
For example, a seasonal laborer was
injured while picking strawberries
and the employer reports wages from
the strawberry season to the carrier.
However, this employee also works the
tomato harvest for this same employer.
If benefits are based upon wages earned
during strawberry harvest alone (not
including wages for tomato harvest), the
injured worker is not being compensated
correctly or fairly. It is imperative that
the facts of the injury and wages are
determined early when “time is money”!
2. Difficulties with medical providers
Adjusters cannot administer the claim

properly without complete information
from the medical professional. Within the
provider’s office/organization, there may
be limitations on access to and release
of information. With multiple parties
coordinating, there are often challenges
around scheduling. The longer an injured
worker waits to get treatment, the higher
the overall cost and length of the claim
can be. When the provider completes the
report, there may be missing information
or the facts may be unclear. There
are numerous legal requirements for
Qualified Medical Evaluators, and the
claims decisions are based on the medical
findings in the report. If the facts are
unclear, adjusters must submit requests
for clarification. Medical providers’ nonresponsiveness to adjusters’ requests for
information or clarification causes further
delay. Any delay impacts the length and
overall cost of the claim.
3. Cumulative Trauma (CT) claims
The very nature of a cumulative
injury occurring over a length of
time is problematic. There could be
multiple employers, various job duties
and exposures over several years,
employment in multiple states, and
numerous carriers potentially liable for
providing benefits to the injured worker.
The California WCIRB 2019 State of the
System report found that: CT claims are
filed later and close slower than other
types of claims; 90% of CT claims involve
representation (applicant attorney); 40%
are filed after the employee has been
terminated; almost 75% are initially
denied; and CT rates have doubled
from 2006 to 2017. All of these factors
cause challenges in determining medical
evidence of the injury and determining
liability. To further complicate handling
of these claims, all states except
Virginia allow CT claims, but rules vary
tremendously from state to state per
the Workers’ Compensation Research
Institute. Cumulative Trauma claims are
messy and costly; no wonder they drive
adjusters crazy!
4. Adjusting claims within California
regulations
There is an overwhelming administrative
and regulatory burden associated with
adjusting claims in California. It is a
challenge for adjusters to apply the
complex and changing laws appropriately
and do so timely to avoid penalties. The
WCIRB 2019 State of the System report
found that compared to the fourteen
other states in the review, claims in
California are open longer, have higher

costs, and are typically more complex
to handle due to such factors as high
proportion of permanent disability and
CT claims, high rate of litigation, and
high volume of liens. Claims adjusters
have a very difficult job in navigating the
complexity and nuance of CA regulations.
5. Applicant attorney practices
A unique strategy is needed to adjust
claims when an injured worker is
represented. This is particularly true for
claims filed in Southern California due to
the high rate of representation of injured
workers and the particular litigation
practices that are employed. The
WCIRB 2019 State of the System report
found that almost 80% of CT claims in
California are in the Los Angeles or San
Diego region. Not only do applicant
attorneys in Southern California file CT
claims, but it is also often for multiple
body parts with additional body parts
added to the claim later on. Length of
the claim is drawn out and costs rise
with attorneys’ requests for depositions
and numerous specialty med legal exams.
For example, a claim is initially filed
for knees, lower back, shoulders, neck,
head, and psychological injury; then the
brain and digestive system is added to
the claim, each body part requiring a
referral to multiple specialized medical
providers. Litigated claims in Southern
California can be multifaceted and drawn
out, testing the perseverance of claims
adjusters.
Although claims can be a very, if not the
most, challenging segment of the workers’
compensation insurance industry to work
in, Michelle reminds us that it can also be
one of the most rewarding. Whether you
are a claims adjuster focused on helping
an injured worker return to work at the
earliest opportunity while controlling
costs for that policyholder, or involved
in the development and implementation
of medical management or regulatory/
compliance programs to secure the
best possible outcomes for the injured
and insured, or if you are charged with
running a claims operation and working
with teams, the opportunities to make a
positive difference are limitless.
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Esports
Insurance
by: Katharine M. Nohr, J.D.

Esports is competitive video gaming,
which originated as early as 1972,
but has grown significantly in the
past decade. Players, teams, game
developers, tournament organizers,
sponsors, advertisers, influencers, and
other stakeholders are cashing in on
this phenomenon. Before COVID-19,
professional players competed in huge
arenas for seven-figure prize money
with millions of fans watching livestreamed coverage all over the world.
Despite the pandemic, influencer players
and teams stream their gameplay to
fans everywhere and are grabbing the
attention of investors and sponsors.
Revenues in this space are expected to
reach $1.1 billion in 2020 with viewers
of 495 million people. These projections
are likely low, because when COVID-19
shut down traditional sports, demand for
Esports increased.
Where there is money, there is risk–and,
the need for insurance. There are few
agents and carriers that specialize and
offer products specifically for Esports.
Exposures and legal risks in Esports
include media, employment, and
governing bodies, among others.
Since Esports exists on the internet,
media liability is a primary exposure.
Stakeholders seek insurance to protect
against suits for defamation, intellectual
property infringement, misappropriation
of name or likeness, or breach of
privacy. The pandemic has made event
cancellation insurance even more
important. This includes the financial
consequences of event cancellation or
non-appearance of key talent. Media tech
insurance addresses the fundamental

20
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ability in Esports to stream live events
continuously. Media tech failure can
affect ticket sales, result in breach of
contract suits, and claims of professional
negligence. Deadly weapons protection
insurance addresses the risk of an attack
on a venue. Mergers and acquisitions
are now common with Esports brands,
resulting in litigation. Stakeholders seek
insurance to protect them against the risk
that a buyer could assume unforeseen
liabilities from a seller, resulting in
litigation. Other applicable insurance
includes general liability insurance,
teams insurance, event liability, property
insurance, cyber insurance, and
professional liability insurance.
Individual players also seek insurance.
Like traditional athletes, they risk
livelihood threatening injuries, which
could lead to short or extended
disability. Common injuries are blood
clots, carpal tunnel syndrome, trigger
finger, and tennis elbow. Players
require health insurance, and short and
long-term disability insurance. If they
are using some of their own gaming
equipment, this will require appropriate
property coverage.
Carriers that are offering Esports
insurance include: Beazley Insurance,
CFC Underwriting, K&K Insurance, and
American Specialty. Other insurers are
entering the Esports industry, but do not
have tailored programs at the time of
writing this article.
Does your company offer Esports
insurance? You may consider looking into
this new and lucrative industry.
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In the Market
for a New Auto?
by: Marcella Reynolds Beasley, MA, CIC, CISR, CRIS, MLIS, CCIP, CIIP, CLP
If you turn on the news during or near Black Friday, it is likely
you’ll come across a video or picture of a crazed group of
people fighting over televisions. Of course, every true shopper
knows that the best deals are dropped right before Super Bowl
Sunday. But when is the best time to buy a car? Chances are,
if you’re binge watching any streaming service with an ad, you
will come across a car commercial. There are even services that
will provide a premium, contactless shopping experience with
a seven-day return policy. While still preliminary, data analysts
from LexisNexis Insurance have discovered that from January
2020 to March 2020 insurance premiums were 7% higher than
average. Due to the hardening of the auto insurance market,
auto policy holders turned to their auto insurers and brokers and
demanded options. As steady as the increase came, COVID-19
regulations brought the ‘shopping spree’ to an immediate halt.
As predicted, COVID-19 not only shrunk the global market,
but particularly the auto market, as employees did not have a
workplace to drive to. However, thanks to the promise of return
premiums and non-cancellation of policies for non-payment auto
insurance rates evened out and stabilized. What should come
as no surprise, economists rely on rates, premiums, and policy
purchase as direct reflections of the broader market conditions.
With only essential employees on the roads regularly, wouldn’t
there be a reduction in claim activity overall?
Unfortunately, the data is not providing the silver lining we were
hoping for. Yes, the reduction in exposure has led to a reduction
of frequency of claims, however, this has not necessarily led to a
reduction in severity of claims. While many insist that insurers
are taking advantage of fewer claims by pocketing the higher
profits, many companies are returning premiums due to the
decrease in driving exposure. According to Property Casualty

360, auto insurers will be giving back in excess of $10.5 billion
in premiums for 2020. Unquestionably, how insurers face the
global pandemic will be deeply affected not only by profits, but
by reputation.
While the focus has been on return premium and lower auto
rates, insurers are still facing huge settlements from claims
pre-COVID-19. In addition, distracted driving claims are still
on the rise despite these claim frequency fluctuations. Natural
disasters, premium hardships, and leases have not disappeared
while the exposure may have. Insurers are still obligated to pay
claims in spite of our lack of commute. As we are all still in the
transition of a ‘return to normal’, only time will tell how rates
and premiums will be affected. Most likely, rates will return to
a pre-COVID-19 level, if not increase over time. But with the
many factors like permanent work from home, travel restrictions,
natural disasters, rioting/looting, and technological changes,
rates and premiums may never be the same.
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WHO
BLEW
UP MY

PARADIGM?
by: Cindy J. Prud’homme, AINS, CPIA, CIIP, CLP

I once worked for a gentleman who believed the best way to
spur innovation was to blow something up, and then watch
employees scramble to create a new reality. Having great
capacity for risk, I could see some value in such an extreme
approach, though my history of leadership would have me
favoring communication, education, and inspiration as more
attractive strategies. Still, he was the boss, and I was not, so
blowing things up it was. It’s true, that totally wiping out the
existing solution is effective in forcing employees to innovate
to design a new one and doing so generally results in an
improved solution. But what a painful process it can be!
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Coming from an industry (risk
management) that is not widely known
for its innovation, and often accused
of outdated ways of doing business,
there have definitely been some
roadblocks to innovation when it comes
to mobility and leveraging the benefits
of virtual teams. At a time when the
workforce demands, more and more,
the opportunity to incorporate work/life
balance through full, or even occasional
telecommuting, it’s critical that business
leaders confront the mindsets that have
presented barriers to telecommuting if
they are going to compete for top talent
in their market.
The digital world and more than a
few potential employees have been
nudging us, slowly but surely toward a
more mobile world, yet most business
leaders are slow to employ remote work
options in the belief that they do not
drive value for an organization – falsely
believing that meaningful work MUST
be performed in a traditional office
environment. In a world where the
leaders generally make the decisions,
business leaders across the country
were quickly brought to their knees
with the recent COVID-19 pandemic
and the mandates across 38 states that
non-essential workers were to remain
home, businesses shuttered to prevent
the spread of the life-endangering virus.
In this case, the public health trumped
leadership, and like it or not, the
traditional workplace was, in fact, blown
up. Leaders were forced to quickly
innovate and design solutions to keep
their businesses – and their workers –
working.
We can learn a great deal from this event
and our responses to it. Perhaps we may
now feel comfortable letting go of our
old paradigms, our old perceptions of
what ‘work’ really is, and our beliefs
about how we lead employees to deliver
value for our organizations. Perhaps
we’re ready to put more than just a toe
in the water, when it comes to leading
virtual teams that deliver real value.

WHAT IS PRODUCTIVITY?

One of the most significant questions
leaders have struggled with when it
comes to remote work is how to know
if employees are really working. The
answer is actually a question: what
are you paying them to do? Are you
paying your employees to show up at
8:30 a.m. and leave at 4:30 p.m. or are
you paying them to actually achieve
something while they’re there? Many
leaders struggle to answer this question,

and this suggests a very serious threat
to the business even in its traditional
office environment. Many leaders
simply do not know how to measure
the productivity of their employees, so
they resort to traditional methods such
as physical presence, and some activity
that is visible to the leader in-between.
But does this mean that the business
is deriving value from its employees?
It does not! Activity and productivity
are two very different things, whether
within the office or outside of it.
If a leader cannot determine whether an
employee is delivering value when they
are out of sight, then the leader likely
cannot determine whether an employee
is delivering value in a traditional office
environment. This is a challenge that
must be immediately addressed if the
employer’s greatest single investment,
payroll, is going to return value to
the organization. An employer must
know what its expectations and needs

are, and how employees will meet
those expectations. Perhaps the real
measure is the number of transactions
processed, or perhaps it is customer
satisfaction. Employers can leverage
tools like transaction reports, customer
surveys, book-of-business volume, new
business reports, ticket counts, project
artifacts and plans, etc. to determine
if employees are actually productive,
both in the office and outside the office.
Good, old-fashioned deadlines work in
a virtual environment just as well as
they work within the office. The location
of the work matters less than the work
itself; whether in the office or remote,
effective managers must figure out what
productivity means to them.

COMMUNICATION IS KEY

Communication can also reveal whether
remote employees are working. In
a virtual or remote environment,
communication between team members
is extremely important, therefore a
good manager should try to pick up the
telephone or video conference with their
remote employees at least once each day.
A great practice, borrowed from the IT
environment and its agile practices, is to
hold a daily meeting via teleconference
at the start of each workday – no more
than 15-30 minutes, where each team
member quickly communicates what
they completed the day before, what
they plan to work on today, and what, if
anything, the team or its manager can
do to support, or any roadblocks the
employee needs help removing. If you
have an open-door policy within your
office and are accustomed to frequent
interactions with your staff, maintain
this in a virtual environment through
phone calls, scheduled meetings, and

the occasional email. If an employee
is disengaged for extended periods,
you will know it and their productivity
measures will show it.

ONE SIZE DOESN’T FIT ALL

Leaders must also know their people.
A ‘one-size-fits-all’ approach to
telecommuting is seldom effective.
Jobs are different; people are different.
A worker who is less productive in a
virtual or remote environment may be
very productive within the office. They
may simply thrive in an office setting,
where frequent social interactions
energize them. An introverted
personality may perform better in a
remote setting. The important thing is
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not let their fears or inexperience with
virtual teams cause them to judge remote
employees unfairly or apply different
performance standards to them.

up to speed on the differences between
generations in the workplace and manage
their employees appropriately to each
generation’s needs and practices.

RECOGNIZE PERFORMANCE

In working through the current
COVID-19 pandemic and finding new
ways to support our customers and our
businesses, we are quickly learning that
our employees, and we who lead them,
are more adaptable than we ever thought
possible. We have all been challenged
to step up to the current challenge of
continuing our businesses in spite of
locked doors, social distancing, and
travel bans. Each day, we’re seeing that
our employees, now working from their
homes, can be every bit as connected,
every bit as engaged, and every bit as
productive working outside the office as
within it.

Finally, employers must take care to
recognize and reward performance,
wherever that performance takes place. A
telecommuting team member may have
the same ambitions for advancement
or earning power as an employee
working within the office. They should
be recognized and rewarded for their
contributions, wherever they perform
them. An employer who overlooks remote
employees in an ‘out-of-sight, out-ofmind’ mentality is likely to lose good
employees, making their talents available
to the competition.

to know what motivates your employees
and engages them to perform at their
best. This is the leader’s job, both inside
the office and in a virtual environment.

BE PROFESSIONALS

A leader considering telecommuting
should apply some basic principles or
professionalism, such as a firm start-time
with clear and measurable productivity
expectations. Employees should have an
environment that is conducive to work
– quiet, private, uninterrupted by family
members or friends, television and other
distractions turned off, and appropriate
dress. An employee who takes their work
seriously is going to start working on
time, will dress for the needs of their
position, and will want to be productive.
Managers must know when this is the
case and when it is not, and make
telecommuting decisions appropriately
based on each individual’s temperament
and work habits.
At the same time, an employer should
not fall into the trap of evaluating
remote employees differently than they
do on-premises employees. If a manager
approaches the desk of an on-premise
employee and the employee is not there,
the manager may conclude that the
employee is getting a cup of coffee, using
the facilities, or meeting with a coworker.
The manager should be equally tolerant
if they telephone a remote employee and
do not receive an immediate answer.
That employee may be doing any of the
same things, simply from their home
office. Managers need to take care to
24
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Likewise, an employer who fails to
understand generational differences in
the workplace (since four generations
are actively working right now) may lose
great employees to the competition if a
manager fails to take into account the
difference in work styles, performance
drivers, and needs of each generation.
While an older worker may appear to
be more productive because they’re
more likely to show up on time, work
to the end of the workday, and put in
additional hours when needed, this
doesn’t mean a younger employee, who
does not, is not producing. In fact, the
younger generations are known to be
highly engaged and productive while
they’re involved in work they consider
meaningful, but may also have different
boundaries when it comes to infringing
on evenings or weekends for overtime
work. In a recent experience, one of my
older team members took issue with
a younger team member who had a
tendency to show up late from time to
time, take an occasional long lunch, and
who did not volunteer for overtime. In
the older team member’s viewpoint, the
younger team member was not pulling
his weight – was not contributing at the
same level. Considering this, I reviewed
our performance measures and reports,
only to learn that the younger team
member was actually the second most
productive contributor on the team! In
this instance, the younger team member
simply applied different work habits and
practices to work smarter, not harder,
and to do more in less time. In doing so,
he was able to maximize the work/life
balance that was important to him and
spend more time with his family, while
still being an exceptional contributor to
the team. Generational differences exist
and they matter. Good leaders need to get
Vol. 77
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Whatever our circumstances, our
traditional thinking—that business is
done best in a communal environment
—has been challenged. We are now
working from home, servicing customers,
selling our products, and finding new
ways to innovate through the unusual
circumstances that confront us. As we
come out of this pandemic, each leader
will be faced with a choice. Do we return
to our former thinking and ways of
doing business, or do we take what we’re
learning about leading virtual teams and
use it to expand our workplace to include
telecommuting options that attract and
retain talent, while we enjoy, ourselves,
a greater work/life balance? When all is
said and done, our original paradigm, the
traditional workplace, has been blown
up. The choice we each make now is
whether to be innovative and competitive
in creating a new solution that positions
us for the needs of tomorrow’s customer
and worker. Perhaps, the take away of
this pandemic has been that it’s possible
for each of us to spend a little more time
with the things that are most important
to us – our families and our communities,
and our businesses don’t need to suffer if
we are willing to blow something up and
apply some innovation in rebuilding it!

About the Author

Cindy is a Certified Leadership
Professional, teaching leadership and soft
skills to business professionals. Articles
may be reprinted only with full credit to
the author and prior written approval.
Cindy is available to teach or speak at
your business event; contact her through
LinkedIn https://www.linkedin.com/
in/cindyprudhomme/ or email Cindy at
Breezie_C@prodigy.net.
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The coronavirus pandemic of 2020 changed how many
companies do business. Forced social distancing and closing
or revamping of operations had a great number of companies,
especially restaurants and other food establishments, scrambling
to adapt. These changes may lead to insurance coverage
gaps. Disaster preparedness can sometimes be an overlooked
component of the planning process for businesses and
individuals, and, until recently, pandemic preparedness may
have been even more uncommon.
Pandemics differ from other natural disasters in their scope,
duration and insurability. Most disasters, such as earthquakes,
hurricanes, tornadoes and floods, are relatively finite and
limited in time. Insurance coverage is usually available for
such disasters through the standard and excess markets, or
through government-run programs. Pandemics however, can
last for months, and are essentially uninsurable in the standard
market. In addition, the rate of transmission, incubation period
(during which person is contagious but has no symptoms), and
severity of symptoms or fatality rate varies for each disease. The
information may not be known until after the fact.
Pandemics are not new. They have occurred throughout human
history, changing and shaping how business and society operates.
In the past, causes of these diseases and proper preventative
measures were largely unknown. Growing populations living
close to each other and to animals, compounded by unsanitary
living conditions, provided optimal conditions for spread of
disease. Couple this situation with the expansion of international
trade and ever more mobile populations, and the emergence of
global pandemics was perhaps inevitable. In the early days of
this country, a yellow fever epidemic was blamed on everything
from “bad vapors” to immigration to poor sanitation. In
response, in 1730, New York City imposed limitations on keeping
of livestock within city limits. Slaughterhouses and tanning yards
were moved out of the center of the city.
Standard insurance policies often do not provide coverage
for property or liability losses caused by infectious disease or
pandemics. This includes business income losses as a result
26
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of cessation of operations ordered by local, state or federal
governments due to the presence or threat of infectious disease.
The question of the applicability of business income coverage
will certainly be debated. From an insurance standpoint, a
covered loss to covered property is generally required for
business income coverage to be triggered. The debates on
whether or not there is coverage will mostly likely continue for
some time. Due to this uncertainty, preparation for continuing
business as completely and seamlessly as possible is extremely
important. There are resources available to help businesses who
need to develop their pandemic plan. The Centers for Disease
Control offers “Business Pandemic Influenza Planning Checklist”
(www.cdc.gov).
Advances in technology have greatly expanded the ways people
communicate and manage their businesses. Companies who
offer “work from home” options are much better able to adapt
to travel and other restrictions imposed by national and local
governments during pandemics and other natural or manmade
disasters. This flexibility is advantageous in many situations,
including disasters and pandemics, but also for employees
dealing with caring for family members for any number of
reasons. Businesses that are considered essential, and must
remain open, switch to delivery and take out options to reduce
person-to-person contact. Other industries, notably auto makers,
can revamp their production facilities to manufacture muchneeded medical supplies.
One industry that has been especially hard hit is dining.
Restaurants and other food providers that can change their
business constructs, such as offering online ordering, delivery
methods, takeout/take-home options, and curbside pickup may
actually see an increase in business. Opening with reduced, i.e.
25%, capacity may not be an option. Fixed expenses continue
even with reduced sales opportunities. Those who are unable to
adapt may not survive.
Outdoor dining saw a positive increase in the warmer months of
the pandemic. Restaurants that did not previously have outdoor
seating set up tents in parking lots while others obtained licenses

to occupy adjacent sidewalks for al-fresco style dining. It has
proven to be a way that some of the public feels is the safest way
to dine during the pandemic. The cooler months represent a
challenge for restaurants in some parts of the country. Businesses
have been preparing for the hard switch to indoor dining with
the installation of HEPA air filters, UV lighting, increased spacing
between tables and the creation of solo dining rooms. Use of
technology can help smooth the in-restaurant dining experience,
from the reservation process to ordering and paying for the meal.
Online reservation management systems can mean shorter wait
times and reduced crowding at the bar or host station. The most
critical component to indoor dining is that the public feels safe.
The future of dining is in the hands of the consumer.
Food trucks have seen significant changes in their operations as
well. Before the pandemic, food trucks were a staple at many
sporting and cultural events, catering corporate and private
gatherings, or parked outside commercial and office buildings
during breakfast and lunch hours. The pandemic caused many
events to be cancelled, and people stopped going to their
offices to work. Food truck operators have taken to setting up
their operations in residential areas and making use of social
media. Customers use apps and social media to find food truck
operators, and order food for pickup.
For fast food restaurants, the availability of drive-through services
has meant that many could reopen faster, albeit with more
restrictions, including requirements for employees to wear masks
and gloves, and more intensive cleaning protocols. Beyond the
mighty chains like McDonalds, the drive-through and drive-

diners, even though there are significant costs attached to
the delivery process. This results in increased prices for all
patrons. Is the public willing to pay a premium for safety and
convenience? Some businesses tired of the delivery fee limbo
have created their own systems for delivery without the need to
increase staff or hire delivery drivers. “Food drops” in city centers
via a preorder system have allowed restaurants to provide a
semi-delivery option to patrons outside of their immediate
community. Staying relevant to your customers on the outskirts
of your circle may help customers to return to your destination
once they feel safe again.
Some of the long-lasting impacts of the pandemic may not be
so apparent. The food processing practice has seen significant
changes. Food Engineering Magazine has noted that social
distancing considerations must be addressed in the design of
manufacturing, processing and distribution facilities. It is too
early to determine what the increased safety precautions will
mean. Creativity may be key to processing facilities transitioning
during this time.
Forced quarantine and shelter-at-home edicts meant a
resurgence of home cooking with more people preparing their
own meals. Continued uneasiness about going out to eat or even
getting takeout may have changed eating habits, at least for the
foreseeable future. Packaged food providers are another segment
of the food industry that actually experienced an increase in
demand and profitability. Meal delivery services are also seeing
a surge in popularity. These services range from premade meals
that just need heating up, to boxes of ingredients that need to be
prepared and assembled into a meal.
More people cooking and eating at home, coupled with forced
closure of some processing and distribution plants due to
infection, has led to higher costs at the grocery store. People
want to reduce their exposure and trips to the store, so they
have been stocking up on food and other household items.
Before March 2020, consumer spending on food was fairly even
between restaurant/takeout and home preparation. According
to Supermarket News, once the lockdowns started, there was a
marked increase in grocery sales of 29 percent.
Changes in operation during and after a pandemic (or natural
disaster) represent changes in exposure that may require
adjustment to the insurance coverage carried. Coverage for a
company’s equipment that is used off premises by employees,
such as computers, printers and phones, may not be included
automatically. If operations are expanded, such as changing to
manufacture medical supplies, there are products and other
liability exposures that should be addressed. Employees working
from home may be subject to a business exclusion on their
homeowner’s or tenant’s policy in the event of a loss.

up car delivery process has been adapted by other businesses
alike. Some breweries have established a system where you can
pre-order your cans and growlers then pickup them up curbside
without even having to leave the comfort of your car.
Food delivery services offer an increased level of convenience for
customers, and potential increased business for restaurants, but
they come at a significant cost to the food service provider. Some
contracts between delivery services and restaurants stipulate that
delivery customers cannot be charged more than in restaurant

Pandemics and other disasters are trying times for individuals and
businesses. Initially, there may be more questions than answers.
For insurance agents, a comprehensive review of the client’s
preparedness plan, as well as any changes in operation that may
have occurred during the crisis, can help avoid gaps in coverage.
Agents who are able to help their clients develop and implement
plans for survival during pandemics and other disasters help not
only their clients, but, in many cases, society itself.

About the Author

Sue Quimby is the Region 1 RVP and is a member of Insurance
Professionals of Central New Jersey. She is the Assistant Vice
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Development Analyst at MSO®, Inc.
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Driving
Connection &
Engagement

in a Remote
Workforce

by: Mitchell Gold, Managing Director and Senior Advisor, HR Consulting IHS-Surveys
and Caryn Siebert, VP Carrier Engagement – Gallagher Bassett

28

Today’s Insurance Professionals® Fall-Winter 2020

Vol. 77

Issue 3

Telework or remote working is not a novel
concept. Between 2005 and 2015, the
number of U.S. employees who work
remotely increased dramatically. In 2019,
more than 26 million Americans—about 16%
of the total workforce—worked remotely at
least part of the time, according to the U.S.
Bureau of Labor Statistics. But as COVID-19
surged, so too did the number of companies
asking their employees to work from home.
Successfully managing a remote
workforce does not happen by accident.
Recent data-gathering efforts have
documented many of the challenges
that remote workers face. Barriers
include factors such as lack of face-toface supervision, lack of access to work
information shared interpersonally,
and social isolation. Researchers have
learned that contributors to isolation
include absence from traditional office
environments, lack of such critical growth
factors as interpersonal networking and
limited access to informal learning and
mentoring.There is even risk of remote
employees feeling disengaged and leaving
the organization.
Gallagher Bassett’s teleworking program
has been thriving for years because we
have focused on a blend of several C
words which are all part and parcel of
our successful, diverse and sustainable
workforce. Culture, Communication,
Connectivity, Colleagues and Constituents.
We then include / mix-in management
and quality assurance tools, like our
operational quality dashboard and
dynamic reporting, to ensure exceptional
service to our Clients and their Claimants.

Finding the Best Fit for Remote
Work
The “fit” of the individual to the role
represents a significant complexity in
attempting to ensure engagement and
effectiveness of remote workers. A decade
ago, organizations considering remote
work may have had the luxury of more
time when making such evaluations.
Many of these evaluations had more to
do with decreasing brick and mortar
real estate costs. Now in the midst of
the COVID-19 pandemic, nearly over
night, organizations find that the remote
workforce decision has been made for
them. Jobs that require a knowledgeworker component may naturally work
better as a telecommuting role, such as
we have in the world of insurance.
At Gallagher Bassett (as well as our
parent and sister companies) we have

been at the forefront of teleworking
and hiring resolution managers to work
remotely around the globe. This has
afforded us the opportunity to hire the
best candidates for roles regardless of
location. It has also enabled us to retain
employees who relocate due to personal
preference and the needs of other family
members yielding higher employee
retention and satisfaction scores for years.
Key to our success is driving
engagement, assuring customer
satisfaction, and delivering demonstrably
superior outcomes.
Time and time again, communication
arises as a theme in a variety of ways.
At Gallagher Bassett, having regularly
standing meetings on the calendar is
paramount. One-on-one coaching; unit
or team level meetings; and even large
loss reviews can make things easier,
account for different time zones, and
assure alignment. If the meeting becomes
unnecessary, it’s always easier to take
it off the calendar than scramble to
coordinate one.

Aspects of Remote Work
Experience that Drive Engagement
What motivates individuals to perform in
these remote work environments? Mitch
Gold and his team at Gallagher sought to
understand what, if any differences may
exist in the motivators or aspects of the
work experience that drive engagement
in traditional work environments versus
those in a remote work environment.

understand the specific employee
experience factors that positively impact
and improve engagement.

Recognizing Impactful Drivers of
Remote Workers
Every organization is unique, and factors
of employment experience can affect
engagement differently. Examples Mitch
Gold and his team found include how
the organization rewards its employees,
how teamwork and collaboration are
supported, the degree to which career
pathing is clear, the emphasis on quality
and safety, and a variety of others. In
a large healthcare organization of over
18,000 employees, Gallagher’s survey
team found that for more traditional, inperson roles, the most impactful drivers
of engagement included:
1. Loving the opportunity to work for the
organization

2. Growth and development opportunities
3. Feeling challenged to do one’s best,
not being able to imagine working
anywhere else, and
4. Strongly recommending the
organization as a place for those
needing care

It’s helpful to review the characteristics of
engaged employees. They are:

When Gallagher’s survey team examined
roles in which employees performed in
a remote environment, they found some
interesting shifts. Specifically, the most
significant work experience factors to
remote workers’ engagement included the
supervisor’s manager displaying principles
that guide behavior in the organization;
employees working well together to
provide high quality service; and receiving
context and reasons for major changes in
the employee’s work group.

• A strong sense of job satisfaction and
proud to work at their organization

These findings have important
implications for leaders:

Characteristics of Successful
Remote Workers

• Willing to put in extra effort and can
see how that ties into the organization’s
success
• Compelled by the organization’s
mission

• Willing to promote the organization as
a great place to work
• Not seriously considering other
opportunities outside of the
organization

Gallagher’s employee engagement
survey team has worked with hundreds
of organizations across numerous
industries including healthcare, energy,
technology, financial services, and
manufacturing, among others, to better

• Remote workers need a sense of
structure, boundaries and expectations
from their managers and “what these
leaders stand for and expect”.
• When changes occur in the
organization, employees must feel
connected and in the loop when shifts
occur in the work environment that
affect the team and potentially the
employee’s role in that team.

• Working remotely actually drives the
need for employees to feel like their
work makes a difference in providing a
high quality experience to customers.
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Next Steps / Conclusion
Given the Gallagher survey team findings,
managers can play a key role in driving
connection and engagement with remote
workers. Several practices can set your
organization up for success with a remote
workforce:
1. EQUIP MANAGERS FOR SUCCESS.
The organization must recognize that
managers need a different set of skills
to manage a remote workforce than
those needed to manage a workforce
down the hallway. Providing training
and resources to managers specific to
remote workers can support managers
in leading from a distance. Consider
establishing a manager to manager
networking group so that the managers
can learn from and support each other.

2. ESTABLISH A CHECK-IN ROUTINE
FOR ALL REMOTE EMPLOYEES. With
a remote workforce we are unable to
connect in a break room or walk into
someone’s office for a quick hello.
Managers need to establish frequent
check-ins intentionally, both one-onone as well as in a team setting, to
drive connection. Check-ins should
cover a variety of conversation
topics not just about workload and
performance. For example, start remote
meetings asking everyone to share
both a personal and professional high
point. Create a habit of dedicating the
first five minutes of a meeting to this
type of chatter to strengthen team
engagement.

30
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3. USE A VARIETY OF
COMMUNICATION OPTIONS
for check-ins, team meetings and
organization-wide announcements
to keep employees connected to the
organization’s goals and current on
changes. Communicating frequently
with transparency, honesty and
empathy can make remote workers feel
connected. Leverage technology such
as conference calls, video conferencing,
chat functions, emails and intranet
sites. Frequent training on how to use
technology tools is critical.
4. SET CLEAR EXPECTATIONS FOR
EMPLOYEE AND MANAGER
PERFORMANCE. Establish start and
end times for the workday, response
time to emails, and availability–all are
potentially different when teams are
not face-to-face at the worksite. Each
employee and manager situation may
vary, so be flexible where possible
and appropriate. For some workers,
their workday may start earlier or
end later due to time zones or other
personal circumstances. Establish and
communicate a schedule between the
manager and the employees so that
everyone functions under the same
expectations.

5. ACKNOWLEDGE AND
INTENTIONALLY FOSTER THE
CULTURE YOU DESIRE. Success may
require extra effort with a remote
workforce. Communicate openly about
the vision of the company, carefully
articulate changes, offer support tools
for employee well-being, encourage
Vol. 77
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team work and social interaction, as
well as create opportunities for fun.
These steps may need additional
creativity and focus to engage a remote
workforce.

At Gallagher Bassett we recently held
a guitar concert before Memorial Day
Weekend with employees tweeting their
WFH photos to #lifeatgallagher.

Remote conference calls can turn into
walking, treadmill meetings. We also
share photos of home office set-ups and
“co-workers” (like kids, roommates, and
four-legged friends) on GB Engage (our
intranet). Think about employee birthday
celebrations and other personal milestones
to celebrate with a team virtual happy
hour.
Taking the steps to carefully consider how
to engage and connect with your remote
workforce is an important component of
driving employee well-being and overall
organizational wellbeing. We invite you
to contact Mitch about Gallagher Better
Works where we have strategies and can
help you take action steps to make your
organization better every day.
This article was reprinted with permission.
It was originally published in the 2020
RISE Award magazine. If interested in
reading the full length article, see the
original blog: https://riseprofessionals.
com/driving-connection-engagement-in-aremote-workforce.

PROUD SUPPORTER
The International Association
of Insurance Professionals
Thank you for your continued dedication
to help insurance professionals grow
and prosper – especially during these
challenging times.

Learn more about ICW Group’s products and services at
www.icwgroup.com

WHEN YOU’RE
READY,
WE’RE READY
Enterprise is committed to maintaining the highest
standards of cleanliness in the industry, and
low-to-no contact transactions to ensure a safe and
streamlined rental process. Whenever your customers
need us, we’ll have a safe and secure ride waiting.
Learn more at enterprise.com/oncallforall
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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.
All financial contributions to the Legacy Foundation are tax-deductible as a charitable contribution. Thank you to
our generous donors from June 12, 2020 through October 31, 2020:

GAMECHANGERS ($1,000+)

Insurance Professionals of Idaho Falls

TRENDSETTERS ($100 - $999)
Cindie Pitz
Jennifer Baker
Kathleen Bianculli
Terri Brennan - Matching Funds through Nationwide
Brenda Buck - In honor of Granite State Insurance
Professionals. Thank you for the honor of being your local
President!

PACESETTERS ($25 - $99)

Sherry Distelhorst - In memory of June Lange, Patsy Johnson’s
sister
Sherry Gamble
Judith Hancock - In memory of Hazel Prezo
Charlotte Harper
Susan Holbrook
Insurance Association of Metropolitan Detroit - In memory
of Christine A. Conradson

Christine Chandler Tillett - In memory of Kathleen Kersenbeck
Williams, past Region VIII RVP; and In honor of Raymond Huff,
2019 Gayle Reskin Award winner; and In honor of Mitula Patel,
CLP, 2018 Gayle Reskin Award winner.
Mary Corvaia
Gracellen Donnelley
Lisa Hardin
Geraldine Plott

Elizabeth Johnson
Patsy Johnson - In memory of June Lange
R. Suzanne Maringer - In memory of Phyllis Sapp
Network for Good - Facebook Donation Campaigns
Adele Nichols - In honor of Region I RVP Sue Quimby; and In
honor of Council Director Assistant Sylvia Kennedy
Cindy Prud’homme
Julie Wagoner

ADVOCATES ($1 - $24)
Cherri Harris
Laura Knowlton
Betty Nocera

A NOTE TO OUR SUPPORTERS:
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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IAIP CORPORATE PARTNERS
Platinum Level Corporate Partner

Silver Level Corporate Partners

Bronze Level Corporate Partners

Lead Level Corporate Partner

Ambassador Level Corporate Partner
R

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 us at 800-766-6249, extension 2, or email ahammerli@iaip-ins.org today to
find out how your company can benefit from partnering with IAIP.
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ADVANCE YOUR CAREER
IAIP offers the following prestigious
industry designations:
Certified Leadership Professional (CLP)
Certified Insurance Industry Professional (CIIP)
Diversified Advanced Education (DAE)

CONGRATULATIONS!
(as of June 1, 2020 – October 31, 2020)

NEW CLPs
Josh Becherer, CLP - Region V
Addie Buechler, CLP - Region V
Paula Burgess, ARM, CLP - Region II
Sadie Dana, CLP - Region V
Jordan Harrison, CLP - Region II
Amanda Hildebrand, CLP - Region V
Chris Lensmeyer, CLP - Region V
Mandy Radloff, CLP - Region V
Kim Theune, CLP - Region V
Kallyn Vandenack, CLP - Region V
Donna Whited, CLP - Region II
Andrea Wichlacz, CLP - Region V
Kari Woods, CLP - Region VII

NEW CIIP
Dawn Manzano, CISR, CLP, CIIP - Region VII

To learn more about these designations, including how to qualify, visit insuranceprofessionals.org and click
on Designations under the Education tab. Contact Betsey Blimline at 800-766-6249 extension 4 or via email at
education@iaip-ins.org for more information.
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WELCOME

New IAIP Members!
Welcome our new members from
June 1, 2020 – October 31, 2020
Region I

Angelica Carr
Eric Fenton
Christal Fleishman
Lisa Good
Debra Gottlieb
Cindy Hamilton, API, AINS
Farej Omari
Heather Tunison
Faith Wilson

Region II

Annette Ardler, CPIW, AIAM
Tyon Harris
Meredith Jones, AAI, ACSR
Lindsay Keil, CISR, CLCS

Region III

Emma Blanco
Jose Javier Cancel
Joy Torres Cuevas
Bobbie Fernandez, AIS
David Hernandez Figueroa
Jesse Gonzalez
Sherry Jackson
Natalie Lamboy
Enid Lugo
Mariano McConnie
Allison Moseley
Crystal Newman, CISR Elite
Lourdes Martinez Perez
Rafael Vazquez Rodriguez
Carlos Samalot
Ana Sampayo
Nelson Santiago
Kimberly Snavely, AIS, ASLI
Juanavian Thomas
Martin Toro
Marta Vargas de la Luz
Steven Vega, CIC, CISR
Jaime Perello Vicente
Ashley Ward
Jessica Williams, ANFI

Region IV

Kyle Gorman
Derika Grutter, CLCS, AU
Jonathon Saul
Casey Watkins

Region V

Daniel Barnes
Josh Becherer, CLP
Addie Buechler, CLP
Sadie Dana, CLP
Nicholas Duncan, AAI, AINS, PWCAM
Stephen Dziatkiewicz
Jason Fischer
Kathleen Foland
Daniel Heyen, CLP
Amanda Hildebrand, CLP
Joel Katsma, CPCU
Sarah Kroeplien
Chris Lensmeyer, CLP
Amy Pascoe
Brittney Passini
Kati Piekarski
Mandy Radloff, CLP
Chelsea Shireman
Kim Theune, CLP
Kallyn Vandenack, CLP
Andrea Wichlacz, CLP
David Winiarski

International Association of Insurance
Professionals is a professional association
open to individuals in the insurance and
risk management industries, and provides
insurance education, skills enhancement and
leadership development. Membership provides
you the opportunity to increase your business
productivity and profitability by participating
in educational offerings and making business
connections with other industry professionals.
To join, contact us at 800-766-6249
extension 2, or email membership@iaip-ins.org.

Region VI

Carrie Berg
Ciara Brown
Joseph Carpenter
Daphney Elliott		
Megan Vinson		

Region VII

Deanna Baker
Lisa Bozinovski
Rachel Dowell
Victor Echeverria		
Katharyn Thompson, CPA, CFF
Isaiah Johnson
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Save the Date!

80TH ANNUAL EVENT
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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
The NAIW (International) Legacy Foundation is an IRS
approved 501(c)3 foundation.
Contributions to the NAIW (International) Legacy
Foundation are tax deductible as a charitable contribution.

