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BIG I LETTER

From the Big I CEO:
Steve Duff

New Year
Happy New Year! I think…

Indiana is the legislative envy on insurance

Who would have thought when the

issues of most other states.

pandemic first took hold in our country

The Big I Indiana is represented by one

that we would be in an even worse surge

of the top lobbying firms in the state,

nine months later? As I write this, despite

Catalyst Public Affairs Group. They

two COVID-19 vaccines on the horizon,

advocate on your behalf every day

it will be at best several months before

at the Statehouse. I stay involved in

we begin returning to anything normal.

the process as the Big I’s registered

Regardless, I’m generally a glass-half-full

lobbyist, but Catalyst is our “boots

kind of person and we have many things

on the ground” and does the

to be grateful for right now.

bulk of the heavy lifting.

Our industry continues to be an

The Indiana Department

essential part of our state’s economy.

of Insurance is charged with

While 2020 was not an easy year,

regulating our industry

our citizenry needs the security and

and protecting consumers.

protection that the independent agency

This is done at the highest

system provides. We are blessed in Indiana

level, but not at the expense

to have a litany of leaders in the legislative

of damaging competition.

and regulatory communities that

Commissioner Steve Robertson

understand the importance you all play

and his staff understand the role that

in the lives of Hoosiers and how vital it is

independent agents play in assisting

to keep the insurance marketplace strong

consumers and maintaining an honest,

and competitive.

credible industry. Commissioner

In this issue, we have articles from two
of our state’s top insurance policymakers,
addressing proposals that will be discussed
during the upcoming Indiana General
Assembly. After reading House Insurance

Robertson has worked to create
a regulatory environment that
protects consumers while allowing
the industry to thrive.
As my mom used to say, difficult

Committee Chair Martin Carbaugh and

times build character. I think we all

House Majority Leader Matt Lehman’s

have enough character after the

articles, you’ll see why our industry is

last year, so I am choosing to focus

as vibrant as it is. They both lead the

on the positives. I hope that you

charge in the legislature and with the

can agree that we have much to

National Council of Insurance Legislators.

be thankful for. ■

It is largely because of their efforts that
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Making
Insurance Genuine
SECURA’s team of insurance experts is making insurance genuine.
They are here to support you and your clients. Our underwriting
teams are quick to reply, open-minded, and know their stuff. Plus
they are backed by our caring claims group who will get your clients
back on their feet.

Interested in building a relationship?
Contact us at secura.net/contact.

Hear from our experts.
Want to learn more about what
SECURA has to offer? Scan the QR
code for more information about the
SECURA team.

GOVERNMENT AFFAIRS

Legislative Session to Tackle
Covid-19 Issues

W

By Representative Martin Carbaugh

With the spread of COVID-19
around the state and country,
the 2021 legislative session will

to dip into those reserves to the

be one of the more unique and

tune of nearly $1 billion as of this

somewhat challenging the Indiana

writing. Because of those fiscally

General Assembly has been through.

prudent decisions, we were able to

It will be different in terms of how

keep our budget in the lock while

daily business will be handled, but in

also maintaining Indiana’s AAA credit

some ways, we will conduct business

rating. This puts us in the enviable

as usual. It is a budget year, and we

position to fund services near or at the

will have to find ways to fund our top

levels Hoosiers have come to expect.

priorities – education, health care,
public safety, and infrastructure.
Because of this, we will be closely
watching the financial impacts of the
pandemic. December’s annual budget
forecast will give us a good idea of
what we will have to work within
terms of funding as we begin to craft
another fiscally responsible budget.
A plethora of states around the
country, including Indiana, have
suffered a negative financial impact
as the pandemic has continued. I
am proud to say because of strong
Republican leadership over the last
decade, we have not felt that same
crunch in the Hoosier state as some
others have. Before the coronavirus
outbreak, Indiana maintained about
$2.3 billion in savings. We have had
6

Watching out for our constituents’
concerns and expectations is one of
our top duties as lawmakers, and we
are always looking to responsibly

Representative Martin
Carbaugh is the chair of the
House Insurance Committee and
an insurance agent at Heartland
Insurance Partners in Fort
Wayne. He represents House
District 81 in Allen County.

help Hoosiers. That is especially true
this year, as many around our state

session to make adjustments to our

have struggled to overcome a litany

program to enhance the program’s

of issues.

effectiveness and participation, which

Indiana became a national leader

has fallen to almost nothing. Many

more than two decades ago by

of the requirements have become

being one of the first four states

burdensome and caused the cost of

to implement a long-term care

some healthcare plans to become

insurance partnership program.

unaffordable for many Hoosiers. With

This program provides financial

many elderly Hoosiers living longer,

protection for assets if an insured

fuller lives, I believe we need to make

individual has to apply to Medicaid

it easier for them to access protection

for long-term care services. We

for future care needs. I will make this

once led, but now have fallen behind

issue a priority this session.

the industry innovation. That is
why I am proposing legislation this

We are also closely watching what
is happening with the Affordable Care

Act and how it affects our state’s Healthy Indiana Plan.

businesses and their exposure, we also equally want

This is an important topic for many Hoosiers, and I know

to consider and ensure employee protections remain a

many of us want to see HIP 2.0 stay around no matter

priority. Striking the right balance will give employers,

what happens to the ACA. We’ve dealt with several

employees, and customers confidence amidst these

provisions of the Affordable Care Act that we’ve made

challenging and uncharted waters. I expect these talks

laws in Indiana, including protecting people with pre-

to be intense and a top priority right at the beginning of

existing conditions. HIP 2.0 is a healthcare system that

the session.

we want to continue.

We’ve all become used to new phrases like “new

Another top priority this legislative session is to pass

normal,” “unprecedented times” and “abundance of

liability protection for state businesses, as many are

caution” as we’ve navigated these pandemic waters.

concerned with the potential for frivolous pandemic-

The situation continues to evolve each day, and that

related lawsuits. Businesses of all kinds, along with

makes predicting future lawmaking decisions difficult.

school and higher education officials, have expressed

What holds true today may change at any moment.

concern to lawmakers around the state about the

The continuing pandemic, combined with logistical

possibility that the good-faith decisions they are

issues will no doubt be a challenge during this legislative

making and contemplating may come back and create

session. Hoosiers need to know their representatives

unintended liability problems. Legislating on this type

are committed to overcoming these hurdles and we will

of issue must be done in a careful and well-thought-out

always keep their best interests as our focus! ■

manner. While we are concerned with protecting our

For over half a century, our team of specialists at
Burnham & Flower has been providing Comprehensive
Property & Liability coverages to Indiana Public Entities.
We know and understand the unique requirements of
this challenging class of business.
Burnham & Flower…
• works exclusively through Indiana Independent Agents,
• represents multiple A-rated carriers with products for
all sizes of Public Entities,
• provides traditional first dollar insurance and cost
effective SIR programs for larger accounts.

Burnham&Flower
I N S U R A N C E

G R O U P

You Serve Others. We Serve You.
315 South Kalamazoo Mall • Kalamazoo, MI 49007
800.748.0554 • bfgroup.com • info@bfgroup.com
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28 Years and Counting
Unlike many other carriers, West Bend
believes in the value of long-term
relationships. That’s why many of our
personal lines underwriters, like Kim,
have worked with their agents for so
long. Her agents know her well and
depend on her to work with them
to write the best business. And that
makes the relationships that much
stronger.

EVERY RISK IS AN OPPORTUNITY
COMMERCIAL TRANSPORTATION | BROKERAGE | MARINE
PROPERTY & CASUALTY | SURETY | PERSONAL LINES
(800) 666-5692 | JMWILSON.COM
JM Wilson100th-Focus Magazine-CMYK.indd 1
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GOVERNMENT AFFAIRS

I

Covid-19 and Discrimination Issues
Top NCOIL Agenda
By Representative Matt Lehman

I told someone the other day that I
was excited about New Year’s Eve
this year and when asked if I was
that eager for 2021
and I told them that I was staying

bill that will provide immunity for

up to verify that 2020 really leaves.

Covid-19 claims brought against

This has been a crazy year.

businesses, communities, schools

I started 2020 as the new

and public entities. The urgency of

president of NCOIL and was looking

this issue is such that Indiana may

forward to a year of crafting

very well have a strong law in place

insurance legislation around key

within the first couple of weeks of

issues like distracted driving, work

the new session.

comp reforms, and data security.

A more difficult issue is the

Silly me. In March everything

current state of business income

changed.

for pandemic losses. When the

As I am writing this we have

Representative Matt Lehman
is the House Majority Floor
Leader, president of National
Conference of Insurance
Legislators (NCOIL), and an agent
at Bixler Insurance in Berne.
He represents House District
79, which includes portions of
Adams, Allen and Wells counties.

pandemic first washed across our

finalized our agenda for our

nation and businesses began to

December NCOIL meetings and the

shut down, the cries commenced on

the right path that will offer some

issues now at the forefront are Covid

multiple fronts to force insurance

protection in the future while not

liability immunity, business income

companies to trigger business

jeopardizing the solvency of the

coverage during a pandemic, and

income claims. This retroactive

industry. We have looked at a TRIA

the issue of rating factors across the

approach of paying billions in claims

type model, but insurance carriers

while generating no premiums for

have been cool to this due to the

be discriminatory based on race.

the exposure would have been

portion of losses that they currently

While there are many issues that

totally devastating to the industry.

have to reserve for under TRIA. They

need to be addressed in our little

After that movement was beaten

spectrum of underwriting that may

world of insurance, business liability

back by the likes of NCOIL and

protection and business income for

others, the issue drew the attention

future losses have risen quickly to

of our colleagues on the national

the top. We have begun work on a

stage as all sides are now looking for

10

have proposed a model that puts the
full burden on the government for
future pandemic losses.
NCOIL and yours truly will continue
to assure policyholders that we will

work to find a path that will keep our local business afloat

free to reach out to me if you would like an update on this

while we protect the solvency of our company partners.

issue or any others that I have address.

This will be the issue to watch in the coming year or years.

Now if that was not enough change for one year I

While all of that was happening in the spellbinding

found out in May that I would be the co-chair of a newly

world of insurance policy language, America was facing

formed committee to plan our 2021 session in a Covid-19

a new battle of race relations, and soon the insurance

environment. My first thought in May was 2021 is a long

industry was brought into the debate.

way away and this may all be behind us. Wrong again.

At its core, the issue being asked of the industry is

The good news is that we have a plan. With the goal of

whether the models they have developed over the years

protecting both the process and the people, the House

have included within them factors that discriminate

of Representatives will be convening in the Government

by favoring or penalizing one class over another. We

Center South conference rooms and the Senate has

acknowledge that rates by their

refitted their chamber to

nature are disparate. We charge

accommodate their members.

a sixteen-year-old more than a
30-year-old for auto insurance.
We charge a smoker more for
life or health insurance than a
non-smoker. We can go on and
on and site areas of rate disparity.
But are they discriminatory?
In the US House, a bill was
introduced to eliminate rating
factors such items as criminal
history, education, employment,
homeownership or marital status,
and zip codes.

“As we all know,
insurance is stateregulated, so the
federal bill is not
moving but this
has fueled a sizable
debate and it has
landed in the lap of
the NAIC and NCOIL
among others.”

Committee rooms will have
limited access and the page
program and House and Senate
floor honoring resolutions will
have to wait a year. The session
will be a new adventure for all
parties involved.
Oh, I forgot to mention that
we also had this little election
thing in November. In Indiana, we
entered the election with a 67-33
majority in the House and looked
at seven of our members’ races

As we all know, insurance is

that could be close. We won six

state-regulated, so the federal

of those seven, including House

bill is not moving but this has

Insurance Chair Martin Carbaugh’s

fueled a sizable debate and it has landed in the lap of the

race, and picked up five new seats, so we go into the 2021

NAIC and NCOIL among others. As president of NCOIL, I

session with a 71-29 majority. I will again have the honor

called for a special committee to look at actuarial data and

of serving as Majority Floor Leader. The current political

I have asked the industry to defend their models based

winds could take up the rest of this publication so we will

on solid actuarial science. Too many of these arguments

leave it for another day.

are based on emotion and public perception. Our industry

With a 2020 that has brought us many challenges, my

has been and must still be driven by cold hard data. Can

prayer is for a safe and prosperous 2021 when hopefully

the carriers show a connection between a person’s credit

we can all gather again and reminisce about the “good

and claims? Can they draw that straight bold line between

ole days.” ■

criminal history and claims? At our December meeting,
we will have had more than a dozen experts from across
the county giving their input on this issue. As always feel

January/February 2021
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INDUSTRY
BIG "I" NEWS
PROFILE

A map at Tucker’s office where clients can put a pin in their hometowns.

I

By Melissa Hall

Imagine moving to a new country.

year, West Lafayette is filled with
students representing more than

difficult transition. The agency is

134 countries. There were more

and the customs strange, but you

located just off of Purdue University’s

than 3,000 from China alone last

also have to learn the country’s

campus in West Lafayette, an

year. Those numbers have steadily

unique driving regulations and

institution well known for its high

increased each year since 2009.

navigate a world of insurance that’s

number of international students.

The University’s international

Not only is the language foreign

completely different from what
you’re used to.

As of the 2019 Fall semester, 40%

student enrollment ranks fourth

of Purdue’s graduate students were

among U.S. public institutions.

international (20% of undergrads).

Each student is trying to navigate a

Tucker Insurance Services has

Those stats are vastly different this

new cultural landscape. Owner Phil

gone above and beyond to help

year, as travel bans and e-learning

Tucker saw the need for an insurance

international students with that

have forced changes, but in a typical

agency that caters to that audience

Since opening its doors in 2010,

12

and decided to fill that void. He has staff members that

wouldn’t start. Companies were putting people

speak fluent Mandarin Chinese to assist international

on a wait list for days before they could get

students as they explain their insurance needs.

help. Tucker’s staff decided they could assist

“When we found out how many international students
there were and realized that many of them didn’t
understand how the laws here work, we knew we could
help,” said Tucker. “We were helping anyone who came
through our doors and this niche developed organically.
It was a perfect fit.”
Tucker’s insurance experience runs deep and extends
long beyond the past decade. His father opened an
insurance agency in the 1950s. Later Tucker worked
for more than 15 years in management at State Farm
Insurance in upstate New York before moving to Indiana.
Tucker Insurance Services operates their agency
based on their four family “ViTaLS”: Virtue, truth, love,
and service. These guiding principles have
been at the heart of the business from the
beginning. When a huge snowstorm hit the
community a couple of years ago, students
were unable to get to class because their cars

and sent an email to their clients letting them
know they could help. “We told our clients to
call our office directly. Then my son went out
and spent days jump-starting clients’ cars for
no charge,” Phil Tucker explained. “We just wanted to help
our clients.”
That spirit of helpfulness extends to the community as
well. They sponsor local little league soccer and baseball
teams, a gymnastic school, and the Purdue University
fraternal order of police. “We’re always looking for ways
to give back,” Tucker explained. Referrals for Tucker have
extended to China. Students who get to West Lafayette
for the first time have shared that someone from their
home in China told them they had to visit Tucker as soon
as they got to Indiana. Though the challenges of the
pandemic have affected the number of international
students in town, the staff at Tucker Insurance Services
is still serving everyone who comes through their door. ■

Tucker Insurance Services staff members.

January/February 2021
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TECHNICAL

Q

Errors & Omissions Q&A
By Mary LaPorte, AINS, CPCU, CIC, LIC, CPIA

Q: It has been almost eight months
now, and our agency employees are
still working from home. I’m a CSR
in personal lines, and for some of us
who have been with the agency a
long time, I don’t see a problem. A few
of us have worked from home even

or to call out a quick question to
the person sitting across from you.
It is certainly understandable that
employees with previous experience
revert to doing things the way they
have been comfortable with doing
them in the past.

Mary LaPorte is a consultant
and educator with a strong
background in Errors &
Omissions loss prevention.

before COVID-19, and it works very

I believe you hit the nail on the head

conferencing program which allows

well. But over these last months, the

when you mentioned the written

you to screen share as you go

agency has had to hire two new CSRs

procedures. All employees need clear

through each workflow, obtaining

in our department. Both of them had

guidelines for completing workflows

input and agreement for each step

some previous experience, so training

and handling specific situations when

and standard. Managers should be

was minimal. But now that they have

they arise. This is especially true for

involved to ensure that agency values

been here a few months, I’m getting

new employees, even if they have

are met. Limit meetings to one or two

worried. They are just not doing things

had previous experience. Every

hours once or twice a week so that

the way we have always done things

agency has different ways of handling

the project does not interfere with

in the agency. We have a few written

things, and written procedures clarify

other work.

procedures but they really aren’t up to

management’s expectations in each

Over the last several months, I have

date and they don’t cover everything.

area. Well written procedures include

worked remotely with a number of

We had been talking last year about

not only the steps needed to perform

agencies to help them update their

updating the procedures, but then

each function but also agency

procedures or develop them from

COVID happened. How can we make

“standards” which raise the bar on

scratch. In most cases, the projects

sure things are being done right when

performance. Agency standards also

can be completed in a matter of weeks

we don’t expect to return to the office

help minimize E&O exposure.

using this method.

until after the first of the year?

Even though your employees may

With everyone working remotely, it

Brenda, Michigan

not return to the office for months

is more important than ever to have

A: Brenda, I’m glad you wrote

yet, it is still possible to work on

up-to-date written standards and

updating procedures remotely.

procedures. This is one of your best

Depending on the size of your agency

safeguards against errors that could

or department, you could appoint

lead to an E&O claim. ■

about this, as I suspect you are not
the only agency with this concern.
With everyone working remotely, it
has been a little more challenging
for new employees to “shadow”
another for long periods of time,

14

employees to work in teams of no
more than 5 on assigned workflows.
This can be done with any video

Forward your E&O questions to
marylp@lpinsuranceconsult.com.
Copyright 2020 LaPorte Consulting, LLC.
All Rights Reserved

DELIVERING SPECIALIZED COVERAGES
AND DEPENDABLE SERVICE
Your customers can trust Grinnell Mutual to serve up customized coverages that fit
their restaurant business, and that our claims team will be there when they need us.
That’s how we build relationships that last.
Trust in Tomorrow.® Learn more today.

AUTO | HOME | FARM | BUSINESS

grinnellmutual.com
“Trust in Tomorrow.” and “Grinnell Mutual” are registered trademarks of Grinnell Mutual Reinsurance Company. © Grinnell Mutual Reinsurance Company, 2021.

EDUCATION

New CIC and CRM Designees
CIC Designees

Stephen Avila, CIC

Jeremy Walters, CIC

Daniel Crichlow, CIC

Ball State University

Wetzel Insurance Agency

Capitol Insurance and Risk

Mary Dosky, CIC

Nichole Karst, CIC

Management

Gregory & Appel Insurance

K&K Insurance

Christopher Hancock, CIC

Carly Durr, CIC

Hancock Insurance Solutions LLC

The Thompson Group, Inc.

CRM Designees

Alexander Cole, CIC

Eric Rich, CIC

Jessica Abbott, CRM

Cincinnati Insurance

WolfeRich Insurance Group

Aon Affinity

Christine Hall, CIC

Joni Linhart, CIC

Bill Hull, CRM

McGriff Insurance Services

J.M. Wilson Corporation

Celina Insurance Group

Man Phung, CIC

Joseph Stiles, CIC

Brightway Insurance

Miller Insurance Group

Whitney Volkl, CIC

Tamara Alexander, CIC

EPIC Insurance Midwest

McGriff Insurance Services, Inc.

84%

16

of customers who make a
claim rate Indiana Farmers
Insurance 9 or 10 (on a 0
to 10 point scale).

partners

INDEPENDENT INSURANCE

DIAMOND
PLATINUM
GOLD

Since 1896

R OCK
F OR DM U TU AL
I N S U R A N C E C O M P A N Y
SM

GENERAL

BRONZE

SILVER

Putting Lives Back Together

Accident Fund Insurance Company
Alexander J. Wayne & Associates
AmTrust Financial Services, Inc.
Buckeye Insurance Group
Central Insurance Companies
Continental Western Group
EMC Insurance Companies
Foremost Insurance Group
Frankenmuth Insurance

Grinnell Mutual
ICW Group Insurance Companies
Imperial PFS
J.M. Wilson
Madison Mutual
Markel Specialty
MICAI
Pekin Insurance

Risk Placement Services
Roush Insurance Services
The Hartford
Underwriters Alliance of Indiana
Western Reserve Group
Wolverine Mutual Insurance Company
Celina Insurance Group
Agile Premium Financing

IIAI gratefully acknowledges these fine companies, our 2021 Partners. They are generously supporting the annual Big I convention and other events held in 2021. Without
their assistance, fees for these events would be significantly higher and/or the quality of programming would be restricted. *Includes pledged 2021 Partners as of 12/3/20
due to production and print deadlines.
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AGENCY MANAGEMENT

Three Steps to Improving
Online Reviews

L

By Manny Barbosa

Like many people, I turn to
consumer review sites to learn
about the quality of a business.
The same holds true for consumers

to marketing software company,
BrightLocal, 89% of consumers aged
35-54 trust online reviews as much as
a personal recommendation.3 In other
words, a large segment of consumers

make you stop and think. Online

trust reviews from perfect strangers

when determining the quality

reviews are a powerful way to

as much as they do from close

of insurance agencies. For many

shape consumer buying decisions.

relatives and friends. Wow!

independent agents, however,

It can quite literally make or break

consumer reviews simply aren’t on

a business…especially among

the radar. As a result, they stand to

Millennials, the largest generation.

lose large segments of consumers
who are increasingly relying on
reviews to decide whom to do
business with.
Over the past few years, Liberty
Mutual and Safeco Insurance have
conducted research to learn more
about the Millennial insurance
shopper. Some interesting details
quickly emerged.
In the survey data, Millennials

Over the years, I’ve spoken with
independent agents who recognized
the importance of consumer reviews
early on and made it a part of their

“There are many
consumer review
sites out there,
but you don’t
need to be active
on all of them…at
least not if you’re
just starting. ”

who don’t currently work with an

business practices. As a result, they
are seeing growth associated with
these sites. One such agency in
California is getting more than 100
leads a month directly from Yelp and
closing 25-30% of those leads.
To be successful, you must have
a strategy to address consumer
reviews online. Here are three tactics
you should include:

Be on the Right Review Sites

insurance agent indicated that they
foresee themselves using digital

The survey data showed that

There are many consumer review

channels to learn more about an

Millennials also go online when

sites out there, but you don’t need

agent. The top two digital channels?

deciding which agent to work with.

to be active on all of them…at least

Online search (53%) and consumer

When choosing one agent over

not if you’re just starting. Begin by

reviews (28%).1

another, 43% say online reviews

focusing on the “Big 3” – Yelp, Google,

influence their decision.

and Facebook. These platforms are

Seeing online search at the top of
the list isn’t surprising but seeing
consumer reviews up there should
18

2

Consumers trust reviews to a
considerable degree. According

market leaders and attract a massive
number of users, so it’s critical to
have a business presence on each.

Get Reviews
Once you’re active on these sites,
the next step is to get reviews. Here
are just a few ways:
• Ask for reviews: don’t solicit, just
ask at the time of sale. According
to BrightLocal, 68% of consumers
left a local business review when
asked.4 Please note that some
sites, like Yelp, discourage asking
for reviews. Yelp offers guidelines
on their website that address this.
• Link to review sites on your
website: having a centralized place

brand responses are more likely
to make a purchase.5 It’s quite
literally an opportunity to turn a
negative into a positive.
So, what about negative
reviews? How do you respond
to those? The first thing to
remember is that negative
reviews are just a part of life
as a business owner, but the
difference is all in how you handle
them.
Here are a few tips:
• Be polite: this can be challenging

on your website makes it easy

when you read a review that

for clients and prospects to find

misrepresents the circumstance,

and leave reviews about their

but your response should reflect

experience. With a centralized

the quality and integrity of your

page, it’s also easy for you to send

agency.

that link to clients who would like
to leave a review.
• Use third-party vendors to help:
let automation do the work for
you. After some initial setup, these

• Offer to help: it may seem obvious,
but this is often missed. It shows
readers that you are dedicated to
finding a resolution.
• Respond right away: the longer a

services will automatically send

negative review remains without

emails requesting a review from

a response from your agency, the

your new clients. As a result, this

more opportunities prospects

can help build a steady stream of

will have to see this. As a result,

consumer reviews over time.

consumers may interpret this as

Respond to reviews
The final step in building a strong
consumer reviews strategy is to
respond to reviews. Prospects are

meaning that you don’t care to
address the issue at all. That could
mean lost business.

Manny Barbosa is a senior
training consultant at Liberty
Mutual Insurance and has more
than 17 years of experience in the
insurance industry, and 11 years as
a communications and marketing
manager focused on digital
marketing, social media, blogging,
and executive messaging.

response to positive reviews is equally
as important. Since consumers are
more likely to provide negative
feedback than positive, thank them
for taking the time to leave the review.
Online consumer reviews are now
a regular part of being in business.
With more and more people relying
on them almost entirely to determine
whether to do business with you, it’s
not a matter of whether you should
have a consumer reviews strategy
in place, it’s that you must. After
all, people trust them as much as a
personal recommendation, and that

• Take responsibility if appropriate:

can make or break your business. ■

likely looking at reviews about your

own up to issues your agency is

Sources:

agency whether you know it or not.

directly responsible for, such as,

1, 2: Liberty Mutual & Safeco Insurance – Agent

Responding to reviews tells them

not responding to a client’s email

you’re paying attention.

as promised. This alone could solve

Perhaps one of the most important
reasons to respond to reviews is
because shoppers who read helpful

for the Future 2019: Understanding Millennial
Insurance Consumers (June 2019)
3: BrightLocal – Local Consumer Review Survey
(Dec 2019)

the problem.
It’s not just negative reviews to
which you should respond. A timely

4: BrightLocal – Local Consumer Review Survey
(Dec 2017)
5: Bazaarvoice – The Conversation Index Vol. 6
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Indiana Farmers’ CEO Smith to Retire
By Melissa Hall

At heart, Kim Smith is a country girl.
No matter how long it has been

That attitude has served her

since she grew up in Southern

well during her career. Now as she

Indiana, she still feels the pull of an

approaches her Jan. 2022 retirement,

afternoon spent on a front porch with

the Indiana Farmers president and

friends and family. Her upbringing

CEO reflects on more than 40 years in

in Greene County gave her a deep

the industry.

understanding of the importance

Smith originally wanted to be a

of supporting your neighbors and

lawyer. After graduating from Indiana

treating everyone with kindness.

State University she went on to earn

“That foundation has had a huge

her Doctor of Jurisprudence from the

impact on me. Living in a small

Indiana University School of Law. “You

community you just help each other,”

could do a lot of different things with

she explained. “You know everyone’s

a law degree,” she explained. “I’ve

good and bad and in between. At the

always been fascinated with business

end of the day, you know who they

and politics and I liked the versatility

are and you respect them. You bear

that it provided in those fields.”

each other’s burdens.”

After graduating, she knew she
didn’t want to work in a private
practice and so she began to
interview at a variety of businesses.
She found the perfect fit with Indiana
Insurance Company. They hired her
as a claims attorney and allowed her
to learn the insurance side “in the
trenches” each day. She spent 20
years at the company before taking
a position as general counsel and
vice president at Indiana Farmers in
2000. She later became executive vice
president in 2012. Her experience in
the legal world continued to benefit
her in all of her roles. “I still put on
that legal hat from time to time,” she

Sean Hallett (former CEO of the Fuel), Kim Smith, Cindy Hoye (Executive Director of the Indiana State
Fairgrounds and Event Center), and Jim Hallett (Indy Fuel Owner & Chairman).
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said. “The study of law is such a great
background for almost any field.”
Her years in insurance have been filled
with memorable moments, but Smith
cites her 2014 promotion to president
and CEO of Indiana Farmers Insurance
as one of the best. “The opportunity I
was given to lead Indiana Farmers has
been a privilege and a joy,” she said. She
also noted that becoming a multistate
company and announcing the naming
rights for the Indiana Farmers Coliseum
stand out as highlights.
She has served on many industry and
community boards. She’s currently on
the Board of Trustees of Indiana State
University, her alma mater. “They did
so much for me and I want to give back

Noelle Szydlyk and Mark Newman presenting Kim Smith with a commemorative torch from the 2016
Indiana Bicentennial Torch Relay. Smith participated as a torchbearer in the Terre Haute leg of the relay.

Cindy Hoye, Kim, and Garfield Dec. 2, 2014, on the day the renaming of the Indiana Farmers Coliseum was announced.
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in any way I can,” she said. She is also on the board
of the American Association of Insurance Services
and the Indiana State University Foundation Board
for which she previously served as chair. She has
served on the boards of the National Association of
Mutual Insurance Companies, Insurance Institute of
Indiana, Indiana Compensation Rating Bureau, and
the Indiana Guaranty Association.
She’s looking forward to her retirement and
spending more time with her husband, fellow lawyer
Steve Smith, who retired a few years ago. She can’t
wait to travel and golf more and to read books that
have nothing to do with insurance or business. “It’s
bittersweet though,” she said “The reason we go to
work every day at Indiana Farmers is because we truly
feel like we are putting peoples’ lives back together.
Our industry helps people every minute of every day.
I’ll miss that.” ■

Smith in front of the Indiana Farmers Coliseum during the 2015 Indiana State Fair.

Smith addressing agents, associates, and special guests at the 2020 Cooper Club event March 4, 2020 at the Indiana Farmers Coliseum.
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Partnership
At Ohio Mutual, we recognize our independent agents
as
.
We’re looking for a select group of agencies to
contribute to our growth in competitive niche markets in Indiana.

2021

If you believe your agency shares the values and the vision of
Ohio Mutual, please contact:

Field Sales Manager Jason Bunger
Phone: 260.413.1412
Email: jbunger@omig.com

omig.com

Thank You!
Agents

We appreciate your
support in 2020 and
wish you all the very
best for the new year.

Commercial Lines | Personal Lines

See state availability at www.guard.com
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Quick Hits
Big I Welcomes New Members
Reliance-Menno-Hursh Insurance Group, Goshen, Ind.
CRC Group, Indianapolis, Ind.
Shook-Kay Insurance Company, Lafayette, Ind.
Scott Lynch Agency, Beech Grove, Ind.
Pie Insurance, Washington DC
Poe & Associates, Inc., Portage, Ind.

Obituary
Glenn Nagel
January 26, 1949 - November 29, 2020
Glenn Nagel, of Merrillville, Indiana passed away on
November 29, 2020. He was born in Evergreen Park,
Illinois. He was preceded in death by his parents Robert
Nagel and Elaine (Rump). He is survived by his loving
wife Brenda “Jo” Nagel, his children by previous marriage:
Kristy, Kelly, Tammy and Jeff Nagel, and his siblings Craig
(Maryann), Gail (Joe) Rogers, and Karen (Dan) Gribble. He
achieved a Bachelor of Science in 1973 from Lewis College
in Joliet, Illinois. He received the Indoctrination Certificate
from Purdue West Lafayette, IN and Property & Casualty
Certificate from Purdue Lafayette, IN in 1974. Glenn
became an insurance agent and opened his own agency in
1974. He is a past president treasurer for the Independent
Insurance Agents of Northwest Indiana.

Junior Achievement and NAAIA
Announce Partnership
Junior Achievement USA (JA) and the National African
American Insurance Association (NAAIA) recently
announced a new national partnership focused on
closing the racial wealth gap in the United States.
“Partnering with a Purpose” educates K-12 students in
Black communities about the importance of financial
literacy, workplace readiness, and entrepreneurship.
NAAIA Chapters will partner with JA offices across the
country as part of this effort. The initiative will engage
NAAIA members, insurance industry stakeholders and
community collaborators as volunteers delivering Junior
Achievement programming to students inside and
outside of the classroom.
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MJ Insurance Hires Hearn
and Norton
MJ Insurance hired employee benefits analyst, Andrew
Hearn and risk management consultant, Dominique
Norton. Hearn comes to MJ from Levy Restaurants, where
he served as a people strategy analyst. As an employee
benefits analyst, Hearn will help drive new, innovative
thinking in how the company measures and analyzes data
to make strategic recommendations for clients. Hearn will
use MJ’s proprietary analytics solution, Aperture to take
data analysis and forecasting to the next level.
Norton comes to MJ from a regional insurance brokerage,
where he served as an advisor. He is an expert at building
and maintaining client relationships, identifying innovate
strategies and navigating the insurance marketplace.
As a risk management consultant, Norton will use his
expertise to identify and qualify sales opportunities, build
and maintain client relationships, and provide proactive
risk management consultation.

Sheets Named UAII
Representative of
the Year

Sheets

UAII named Liberty Mutual
Insurance’s Brandi Sheets its
Company Representative of the Year
for 2019.

Acuity’s Ben Salzmann Named
Top InsurTech Executive
Acuity President and
CEO Ben Salzmann is
ranked #2 on the Top 25
InsurTech Executives of
2020 by The Financial
Technology Report.
Salzmann was named
Acuity’s President and
CEO in 1999. Under his

leadership, Acuity has completely transformed its homebuilt technology platform, first to a service-oriented
architecture and then to a true headless architecture
built upon an enterprise data foundation. Prior to
being named President and CEO, Salzmann had served
in different capacities at Acuity since 1990, including
overseeing the insurer’s Enterprise Technology division.
He started his insurance career at Foremost Insurance.

Burns & Wilcox Indianapolis
Earns Award
Burns & Wilcox Indianapolis won the Gold Level Office of
the Year Award, Division ll. Burns & Wilcox has 65 offices
in North America. The Indianapolis beat out 34 offices in
its division to win the prestigious award. The metrics are
based on growth of income, premium writings, overall
profitability, and more.

SECURA Donates $23,250 to
Feeding America
SECURA Insurance donated $23,250 to Feeding America
food banks in Arizona, Colorado, Illinois, Indiana, Iowa,
Michigan, Minnesota, Missouri, North Dakota, and

Wisconsin as part of a campaign with their Farm-Ag
agents. All new Farm-Ag accounts written from July 1,
2020 through Sept. 30, 2020 equaled a donation, which
totaled $23,250. Feeding America is a network of 200
food banks across the country that works to provide
meals to more than 40 million people each year.

Grange’s Wagner
Kelly Named Woman
of Influence
Jill Wagner Kelly, Integrity Insurance
president and Grange Insurance
EVP, chief distribution and affiliate
Wagner Kelly
officer has been recognized as a
woman of influence in the corporate
leader category by Insight Magazine. Insight Magazine’s
inaugural Women of Influence Awards shines a light
on the impact women in northeast Wisconsin are
making based on leadership, career achievements and
community involvement. Selected by a panel of judges,
Wagner Kelly joins seven other winners from a diverse
group of women and industries.

© 2019 Liberty Mutual Insurance,
175 Berkeley Street, Boston, MA 02116

We do more.
So you can grow more.
The right products and programs to help you compete.

Talk to your territory manager or learn
more at LibertyMutualGroup.com/Business
and Safeco.com/agent-resources
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Don’t get fouled by a claim.

Protecting the future of your agency is a major priority. You trust us to represent your interests at the highest level
and we want to provide you with the best E&O coverage in the marketplace - not just a policy, but a comprehensive
program.
Don’t get fouled by a claim. Let us protect you.
www.bigi.org/eo
teameo@bigi.org
800.438.4424

INDEPENDENT INSURANCE

AGENTS OF INDIANA

The Big “I” Professional Liability program offers members with leading edge agency E&O products and services through Swiss Re Corporate
Solutions, insurance products underwritten by Westport Insurance Corporation, Overland Park, Kansas, a member of Swiss Re Corporate
26
Solutions,
and other providers.

When you need to protect your school, your students, your staff and the
public, look to Public Risk Underwriters.
Insuring with PRU‘s Schools Program means you receive comprehensive
coverages and tailored loss control services, plus competitive, stable
pricing.
PRU also includes Safe Schools online training for our clients.

Contact us to learn more:
Eric Ackerman
eackerman@ipep.com

Craig Barnhart
cbarnhart@ipep.com

Visit us online at https://www.ipep.com/public-risk-underwriters

Since its inception, the IPEP Safety Grant Program has awarded over $1.7M to our members,
providing safety equipment or safety training programs, which reduce or limit workers
compensation exposure.

Safety grants have enabled the purchase of critical items, including bulletproof vests, security
systems, safety apparel and footwear, trench boxes, and work zone safety equipment.
In 2021, IPEP will proudly award 135 grants across 101 members.
It’s just one of the many ways we work to enhance benefits and resources for IPEP members and
why we serve as the largest provider of public entity workers compensation in Indiana.

Join Us
Contact us at 1-800-382-8837 or visit us online at ipep.com

