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The holidays made me do it
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“Heaven has no brighter star than that omnipotent  
master of the east and former manicurist to Howard 
Hughes, Carnac the Magnificent.”    – Ed McMahon

If you have been a reader of the Pacesetter for any 
length of time, you know that the holiday issue is one 
where I typically depart from more mundane topics 
and let my freak flag fly. In the past I’ve attempted 
to recreate holiday top ten lists, thank you cards, 
employee wish lists, and even tried my hand at 
rewriting a few Christmas carols. But I’m a child of the 
60s and this year I decided to direct my limited sense 
of humor toward the humor of Johnny Carson. 

When I was a child, it was a really great day whenever 
mom and dad would let me to stay up for the Carson 
show. He was a comedic genius who never sowed 
seeds of discord into society or sought to hurt anyone 
to get a laugh. One of my favorite Carson characters 
was Carnac the Magnificent, a clumsy seer that 
would give you the punchline first and then the setup 

question. If it didn’t get a laugh, he’d pronounce a curse 
on the audience, the writers, or sometimes on longtime 
Carson sidekick, Ed McMahon. 

Whenever Carnac came onto the Tonight Show stage, 
he would always be revealed by Ed. And he always 
introduced him with the same words: “I hold in my hand 
the envelopes. As a child of four can plainly see, these 
envelopes have been hermetically sealed. They’ve been 
kept in a mayonnaise jar on Funk and Wagnall’s porch 
since noon today. NO ONE knows the contents of these 
envelopes. But you, in your mystical and borderline 
divine way, will ascertain the answers having never 
before heard the questions!”

My all-time favorite came one Friday night when Johnny 
said the answer was “Sis boom bah” and then opened 
the envelope and could barely keep it together long 
enough to read the question, which was “describe 
the sound a sheep makes when it explodes.” Even Ed 
couldn’t keep a straight face for the rest of that night. 
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Truth is I pretty much have to send my 
editor, Robyn, on a mandatory early 
holiday to actually get these risky articles 
into the holiday issue. But ignoring better 
judgement and with apologies to NBC, 
the Tonight Show, and Johnny Carson’s 
entire family, here is the Christmas 
edition: Carnactuary the Magnificent. 

So placing the sealed envelope to my 
head, our first divined answer is… 

       Three inches.

And now opening the envelope, we read the question...

        How much of a pair of colorful holiday socks are visible 
      beneath the pant leg of an actuary?

Ritz, Aaron Rodgers, 
and Fred Roth on a 
golf course. 

A.

A.

Q.

Q.

Name a cracker, a Packer, 
and a hacker.

Rosy red cheeks.A. Q.

What does Santa get 
when he comes down the 
chimney and lands on a 
rosy red fire?

AEP, GI, and CHAS. A. Q.
How do you spell 
“aepgichas”?

The Steve Patton 
Manifestos, Accountants 
on Ice, and Final Expense, 
the Musical. 

A. Q.
Name the three hottest 
tickets at Christmastime  
at the Ryman.

60 Minutes.A. Q.
How much time did Kevin 
Moore spend outside 
Texas this year?

Five RVPs.A. Q.
What do four RVPs look 
like after an evening of 
souse and eggnog?

Cupid and Blitzen.A. Q.
What do you call a 
cocktail made from 
mistletoe and schnapps?

Shaking a wrapped 
present, Niagara Falls, 
and George Pelekanos. 

A. Q. Name a sneak, a leak, 
and a Greek.

You believe in Santa, 
you don’t believe in 
Santa, you are Santa, 
and you look like Santa. 

A. Q.
What are the four stages 
of life?

The Red Baron, a B52, 
and Carnactuary.A. Q.

Name three things that 
are used to bombing.

And mercifully, I hold in my hand the last envelope...

Not enjoying these? May a half-crazed mall Santa light a 
Roman candle in your stocking!

May a motion-sick reindeer change the color of your roof!

Merry Christmas, everybody. Thank you for a 2019 and an 
AEP that set all-time records for Aetna Senior Supplemental! 
Without you, none of this would be possible. Thank you for 
trusting us with your business. ●

When Derenik joined Aetna in 2014, 
he quickly realized that he could build 
a career here. In less than five years, 
he’s advanced from a New Business 
Customer Service Representative to his 
current role of Underwriting Analyst 
Supervisor. He loves how the role keeps 
him on his toes… 

“It’s a new adventure every day. It’s an 
opportunity to solve different challenges 
and help our agents, as well as our 
organization.” 

Derenik is always up for an adventure 
and has already traveled to five 
destinations outside of the United States 
just this year! He’s been to Jamaica, 
Cancun, Grand Cayman, Playa del 
Carmen, and the Dominican Republic 
in 2019…and still has a long bucket 
list of locations to explore. Whether 
professionally or personally, big or small, 
Derenik looks forward to and embraces 
every adventure with enthusiasm, 
positivity, and a great, big smile! ●

Derenik Culbreath, Underwriting Analyst Supervisor 

On the cover

Photos of Union Station Hotel in downtown Nashville, TN unionstationhotelnashville.com

President and
Chief Marketing Officer

Ty Wooldridge 
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Looking back…and ahead
We’ve covered a lot of ground this year, but it all comes 
back to serving seniors. From the ongoing evolution of 
Medicare Supplement (like the MACRA legislation that goes 
into effect on January 1) to a faster underwriting process. 
We’re proud to offer you products and services that you 
can use to educate seniors about what may be the right fit 
for them, based on their needs. 

This time of year reminds us that it’s better to give than 
receive…and that’s where we are as a company.

The folks that were willing to give us a chance, from the 
early years when we were drowning in paper to today, 
have shown us so much dedication. We don’t take that  
for granted. 

We’ve also witnessed the evolution of our industry by 
asking seniors about their risks in order to offer a broader 
package of solutions with ancillary products.

So what’s next?
It’s time to dream! 

Start thinking about what you want to 
add into your portfolio in 2020. 

What products do you want to focus on? 
How can you make sure your team is 
fully equipped to grow your business? As 
always, we’re here to help. Just give us a 
call at 866-272-6630 to learn more about 
our Protection SeriesSM ancillary product 
offerings in your area.

From our family to yours, we wish you  
a happy holiday season! ●

Article contributed by Nicole Palsa, 
Senior Marketing Operations Specialist

Head of 
Distribution Strategy

Steve Patton

Setting the pace

The milestones we’ve achieved this 
year are because of the enormous 
generosity of our agents. 

Thanks to you, we reached the one million member 
milestone and moved into a brand new home for our 
associates to serve both you and our members even better. 

Year-to-date November
Total production

1. David Haass
2. John Lewis Savage
3. Jamie Knatz
4. Andres Fonseca Naranjo
5. Steven John

1. David Haass
2. Joseph Ibarra
3. Andres Fonseca Naranjo
4. Adam Darlin
5. John Lewis Savage

Medicare Supplement

1. Steven John
2. Jamie Knatz
3. Matthew Barron
4. David Haass
5. John Lewis Savage

1. David Haass
2. Robert Bache
3. Adam Darlin
4. Keith Ayars
5. Joseph Ibarra

Final Expense

1. Timothy Savage
2. Diana Scothorn
3. Claude Jennings
4. Brennan Jackson
5. Victor Towery

1. Shawanda Williams
2. Timothy Savage
3. Richard Young
4. Allen Bell
5. Anthony Martin

Cancer and Heart Attack or Stroke/Plus

1. Ashley Davis
2. Matthew Blankenship
3. Michelle Boggs
4. Nickolas Lebourveau
5. Leslie Albanese

1. Michelle Boggs
2. Ashley Davis
3. Matthew Blankenship
4. Kristina Platz
5. Wendy Wyman

Home Care/Plus

1. David Arkenberg
2. Glenn Brown
3. Eloissa Carmona
4. Dale Skaggs
5. Ken Jordan

1. Destin Hare
2. David Arkenberg
3. Eloissa Carmona
4. Dale Skaggs
5. Steven Neece

Hospital Indemnity/Flex

1. Norman Rons
2. Casey Breeden
3. Franklin Grayson
4. Todd Poe
5. Robert Lewis

1. Wendy Wyman
2. Norman Rons
3. Franklin Grayson
4. Melody Martin
5. Michael Jarman

Recovery Care

1. Leo Lauzen
2. Kasie Depoorter
3. Marshal Noeller
4. James Silotto
5. Kathryn Barnes

1. Leo Lauzen
2. James Silotto
3. Timothy Brown
4. Andrea Bussert
5. Richard Spano

Dental, Vision and Hearing

1. John Lewis Savage
2. David Haass
3. Sarah Weaver
4. Faith Connelly
5. David Kieffer

1. Gregory Gurbikian
2. Joseph Ibarra
3. David Haass
4. Alphonse Lucarelli
5. Edward Elsner

Leaderboard 2019
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Making connections

Put a bow on it, that’s a wrap!
As the year comes to an end, we’re touching base with  
our Operations leaders Mary Ann Stewart (Director 
of Broker Experience), Jennifer Henson (Director of 
Policyholder Experience), and Russell Workman  
(Director of Provider Experience) to hear about their  
favorite moments from 2019 and what you can expect  
in the new year.

What’s your favorite success from 2019?
Jennifer: We’ve created a lot of great process 
improvements, like the dedicated agent phone line, but if 
you take it up a notch, moving into our new building has 
been the biggest highlight. Associates across our entire 
organization came together to build this incredible new 
space for us to really focus on better servicing our agents 
and members.

Russell: Our new pod structure helped tear down some 
silos we had and helped folks understand the impact they 
have on other departments and the organization. Anything 
that streamlines and enhances our day-to-day operations 
ultimately benefits our agents.

Mary Ann: Our new underwriting strategy was one of 
our biggest highlights. We're the first large carrier that has 
done this and it's working well for us. During AEP, things 
are getting approved or declined a lot quicker and we're 
seeing some good results from that. 

What are our biggest opportunities going  
into 2020?

Russell: Our goal is to have 1.4 million members within 
three years, which is very aggressive growth. We're 
expecting to dramatically grow the amount of ancillary 
products being sold, which will require innovative system 
and process enhancements. 

Article contributed by Nicole Palsa, 
Senior Marketing Operations Specialist

Mary Ann: We’ll continue to empower our associates in 
their respective areas so when agents call, they can get the 
answers that they need immediately.

Jennifer: We’re striving to create a frictionless experience 
for our customers with increased process automation, chat 
functionality, and more. One of the things we tested this 
year was deploying a full work-at-home work force during 
our building move and we didn’t miss a beat. It will allow 
us to continue serving you at 100% even when we have 
inclement weather.

How are agents part of our family?
Mary Ann: When we opened our new building, a lot of 
our agents showed up to congratulate us. It just felt like my 
extended family coming in to look at our new house and 
have a meal with us. It was like the tv show, Cheers…you 
wanna go where everybody knows your name!

Russell: I got to meet a lot of agents for the first time on 
the Palm Springs trip this year and it really changed our 
relationships. It was a lot of fun, but I didn’t realize how 
much it would feel like gaining a new family. We learned 
that we’re here to support each other and that we have 
each other’s backs.

Jennifer: It’s like a family reunion whenever we see our 
agents. It’s not formal handshaking, it’s hugs and a laid-
back atmosphere. We get to know their significant others, 
too. We build relationships and trust that translate back 
to taking care of business. Agents know they can come 
directly to any of us and we’ll take care of them like family.

Thanks to you, we’ve had an amazing year and look forward to 
celebrating even more milestones in 2020! Here’s to you! ●
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Working smarter

Behind the scenes 
Innovation continues to evolve around us every hour of every 
day. Many times we never really know it exists until exposed to 
it as end users. Last month during a business trip to Hartford, 
I was exposed to something so small and simple, yet it made 
all the difference in my experience with a company. So, let me 
share my experience. 

Following the completion of some leadership training, I 
decided to use Lyft instead of Uber since I could now accrue 
points to another loyalty program. I requested my driver and 
specified my location. Once my driver accepted, I immediately 
received a pop-up indicating my driver was on his way and 
that he was deaf. 

I had some preconceived notions about 
this future encounter. But before I could 
fully process my thoughts, another 
pop-up link presented itself and gave me 
a crash course in sign language…how to 
say “hello,” “goodbye,” “thank you,” and “we 
are here.” I was amazed and immediately 
felt the brand took care of me and 
improved my upcoming engagement 
with their driver. I was so moved by the 
experience that I blogged about it to 
my staff and encouraged them to think 

about how we continue to innovate like this – to improve the 
relationships we have with you.

So, what are we doing behind the scenes here in Franklin?

1 I spoke last month about moving towards a self-directed 
workforce. We are continuing to redesign the pods 

(co-located subject matter experts) even further to support 
our products. We are looking to develop teams that will 
become experts in all of the different products we offer. 

2 Our Learning and Performance team is in the beginning 
stages of working with our Sales Support and Agent 

Services teams to create short trainings on some of the 
questions you have regarding the Aetna Quote & Enroll tool 
and the agent side of aetnaseniorproducts.com.

3 We want to enhance member discounts (through 
LifeMart) to improve persistency. LifeMart offers deals 

on items such as movies, travel, pets, restaurants, groceries, 
senior care, and more. Encourage your policyholders to 
register on the member side of aetnaseniorproducts.com 
and explore the potential savings available to them.

4 Adding tools and building some new capabilities on our 
member website…more details to come in 2020. In the 

meantime, please encourage your policyholders to check out 
our electronic Explanations of Benefits (eEOBs). It’s easy to 
sign up and all their EOBs are in one place. 

5 Improving the voice of the consumer via member and 
agent surveys. Ultimately, we will use these to stay better 

connected to you and our members.

So in the end, it is not always just about processing new 
business, paying claims, or getting agents appointed. But 
behind the scenes, we are also working to improve the overall 
experience. 

Wishing you and yours the best of holidays and a very happy 
new year. ●

Coming soon: list bill
We are expanding our list bill capability to the Protection 
SeriesSM portfolio of ancillary products from our Senior 
Supplemental business. While we are hard at work behind 
the scenes to make sure this experience is a positive one, 
we have a small favor to ask of you…

We realize there are many opportunities out there and 
that means there are many different list bill models 
currently available in the market – some are more 
common than others, some are unique to each situation. 
For us to fully understand what opportunities might 
exist for you and the related challenges you may have, 
please provide list bill input directly to your Regional Vice 
President (RVP) or Regional Sales Manager 
(RSM). Share the opportunities you are 
currently aware of or that you may be 
looking at in 2020. And, let us know how 
we might be able to help. We truly believe 
that together we can create the best list bill 
experience possible for you and your clients. 

Thank you for all your support throughout 
the year. Looking forward to another historic 
chapter! Best wishes for happy holidays and 
a prosperous new year. ●

Chief Operating  
Officer

Fred Roth

Product Strategy 
Manager

Scott Root

WEST
AK, AZ, CA, CO, HI, IA, ID, IL, KS, MT, 
ND, NE, NV, OR, SD, UT, WA, WY

Tony Clark (RVP)
Tony.Clark@aetna.com 
804-381-1068

Dan Memory (RSM)
MemoryD@aetna.com 
224-813-2260

EAST
CT, DC, DE, FL, IN, MA, MD, ME, NC, 
NH, NY, OH, RI, SC, VA, VT, WV

Jeff Nasser (RVP)
NasserJ@aetna.com 
317-910-2830

Paul Ericson (RSM)
EricsonP@aetna.com 
615-202-9731

SOUTH
AL, AR, GA, LA, MS, NM,  
OK, TX

Kevin Moore (RVP)
MooreK7@aetna.com 
615-927-1089

Justine Sawyers (RSM)
SawyersJ@aetna.com 
214-789-4284

MIDWEST
KY, MI, MN, MO, NJ, PA,  
TN, WI

George Pelekanos (RVP)
George.Pelekanos@aetna.com 
615-785-2599

Rick Huemmer (RSM)
HuemmerR@aetna.com 
615-917-2873
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Best practices

We’ve had a few complaints lately 
that sound familiar. I worked for a 
company a few years back that had 
someone in compliance who once 
told me she believed complaints  
were a blessing. To which I 
responded, say what?

Oh yes, she told me. They’re a 
blessing. You see, we develop 
products and provide them to our 
customers without much testing 
or long-term planning. There isn’t 
an overall plan. Our brokers see 
something they like that a competitor 
is selling and they want something 
like that from us. So, we develop a 
similar product and rush it to market. 
Then, we see what happens. Some of 
the products are accepted and sell, 
others not so much. 

Regardless, when complaints 
come in, that’s our true 
opportunity to hear the voice  
of the consumer.

I thought about what she said…and 
couldn’t agree more. I thought back 
to some of the times I felt it necessary 
to complain about something. Not 
very often, as a general rule, but 

when I did complain, I felt I’d been 
taken advantage of or not treated 
fairly. I read many of the complaint 
letters and call summaries. Some of 
them smell of another producer’s 
involvement. But many do not. 

Talk about hearing the voice of  
the consumer. A few calls will do  
that for you in a heartbeat. 

Recently, we’ve received several 
complaints from insureds who allege 
they were not told their Medicare 
Supplement premiums might go up. 
They tell us they’re living on a fixed 
income. Perhaps it’s a matter of 
timing with the recent announcement 
that social security benefit payments 
are going up only 1.6% in 2020.  
Then, they receive a rate increase 
letter from us with an increase far 
greater than the social security 
benefit increase. 

We know our customer typically is 
rural and not wealthy. Given that, 
and the fact that most Medicare 
Supplement plan rates will increase 
annually, it is imperative that 
consumers understand that rates are 
subject to change. 

In some cases, we drop the rates. 
But that’s not all that often – and 
few consumers will remember it 
over time. What they will remember 
is whether the producer told them 
anything about rates. And they’ll 
remember their most recent increase. 

Let’s be sure our insureds  
know about all features of  
their coverage.

And for Medicare Supplement, one of 
the basics is that 
rates are subject 
to change – every 
year. If we do good 
work at this then 
far fewer insureds 
will complain when 
they get a rate 
increase letter let 
alone ask you or 
us, “Say what?” ●

CLU, ChFC, FLMI, AIRC 
Counsel

Michael Colliflower

Say what?

Occasionally, I’ll 
pick up the phone 
and call the insured. 

Our new 2020 sales contest  
begins January 1, 2020

THIS WAY TO AN 
ELITE EXPEDITION



champions. 
secret societies.
neoclassical. posh.
espionage. tunnels.
national treasure.
unlike anything 
you've ever 
experienced.



PRSRT STD
U.S. Postage

PAID
Permit No. 315

York, PA

120219

aetnaseniorproducts.com
AetSSIinformation@Aetna.com
866-272-6630

Pacesetter
since 1985

For agent use only. Not for public use or distribution.

CGFLP02892

Merry Christmas - Joyous Holidays - Happy New Year

from your Aetna Senior Supplemental Insurance family 
Franklin, Tennessee

From our (new) home to yours, 
wishing you all things

merry and bright

Aetna Senior Supplemental 
Insurance

1021 Reams Fleming Blvd. 
Franklin, TN 37064 


