
The view from space is spectacular
“Great things are done when men and mountains meet."
     – William Blake

Some time back we challenged our technology team 
about the idea of building our own electronic enrollment 
tool, specifically tailored to the needs of our friends in 
distribution. We had been using a third-party system 
for some years that had really been developed for the 
life insurance industry. And while it worked very well, it 
wasn’t put together by people familiar with the nuances 
of selling and servicing Medicare Supplement and 
related senior ancillary products.

If you’ve never worked in a large corporate environment, 
this sort of thing probably seems rather mundane. After 
all, what business doesn’t build or buy what it needs? 
But the truth of the matter is that oftentimes inside these 
large organizations can be found intricate leadership 
matrices of business skillsets grouped into teams that 

might or might not report into the same management. 
There are lots of advantages to decentralized leadership 
models like that, but trust me, pulling the necessary 
pieces together to accomplish something that leads 
change as significantly as our Aetna Quote and Enroll 
tool has done can be more difficult than you might 
think. And irrespective of business models, sizes of 
organizations, experience of the teams, or whatever 
else – to plan out, write the computer code, wrap it in 
security, test it, get it to talk to other systems, make it run 
faster, and then actually bring something to market that 
performs the way you need an electronic enrollment tool 
to perform is full of challenges.

Despite all that, earlier this week the end product of 
those efforts handled its 1,000,000th application and I 
could not be prouder of our teams! By the way, there was 
a time not so very long ago when a million of anything 
seemed like a far off dream.

continued on page 2...
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Did you know 
that the first 
digital camera 
was invented 
in 1975? Kodak 
engineer Steve 
Sasson was just 
24 years old when 
he developed 
the innovative 
device, which 
was brushed off 
by the company’s 
leadership at the 

time. According to an article in the New York Times,1 
“Kodak’s marketing department was not interested in 
it. Mr. Sasson was told they could sell the camera but 
wouldn’t – because it would eat away at the company’s 
film sales.” The company was so focused on the film 
success that they missed the digital revolution after 
starting it. Kodak filed for bankruptcy in 2012.

Don't let the pride of past success, or the fear  
of change, paralyze your ability to innovate. 

The number one reason we hear for not providing 
multiple solutions in members' homes is a fear of losing 
their core sale. If you’re only selling one type of product, 
that fear of stepping outside of your comfort zone can 
actually cost you, just like it did to Kodak. As the industry 
evolves, the more you are equipped to offer, the more 
opportunities you’ll have for success.

pg 2

...continued from page 1 (The view from space is spectacular)

pg 3

I love stories about people accomplishing something 
truly great because everyone wants to succeed but 
not everyone does. But everyone who does is almost 
certainly going to encounter obstacles because very few 
things of any real importance are accomplished without 
having to overcome something profoundly in your way. 
It is this conflict that makes for a more riveting story and 
I probably could have chosen any number of people to 
talk about in this regard, but just recently I had occasion 
to remember that just a couple of years ago we lost a 
national treasure to pancreatic cancer: Sally Ride. 

If you’re a little older like I am, and if you were a bit of 
a space geek growing up, you will no doubt remember 
that she was the first American female astronaut and, 
at the time, also the youngest person to travel into outer 

space. Sally was in many ways not your typical astronaut 
and had earned a PhD in Physics from Stanford. She 
would go on to spend more than 14 days in space on two 
separate Challenger missions. But when, in what was in 
hindsight a remarkably insensitive interview in 1983 with 
People magazine, asked if she was prone to weeping 
when things went wrong at NASA, she asked why her 
male counterparts weren’t posed the same question. 

You guys know that I have two grown daughters of my 
own and I believe that the world is probably a better 
place for them to thrive because of people like Sally.  
I still get chills when I hear Wilson Pickett’s Mustang Sally 
because it takes me back to my dad and my Uncle 
Carroll (who worked at NASA for quite some time) 
playing the “ride, Sally ride!” part of the chorus to cheer 

WORKING SMARTER

Capture the moment

Article contributed by Nicole Palsa, 
Senior Marketing Operations Specialist

Source: 1 https://lens.blogs.nytimes.com/2015/08/12/kodaks-first-digital-moment/ 

her on. Sally once famously said that being on the launch 
pad amounted to sitting on an explosion waiting to 
happen. But then again, she also said that it was worth it 
because the view from space is spectacular.

One thing that I’ve learned and come to appreciate in 
what’s now been more than 10 years in this job, is how all 
of you approach what you do. More than any group I’ve 
ever been around, you seem to understand the link 
between the vision you have for your future and the 
focus and persistence it takes to make it happen. 
We try to embody that same philosophy inside the 
company walls too. We place lots of emphasis on self-
direction and the importance of owning your personal 
success and by extension, the success of the broader 
enterprise. We’re doing this because as we’ve grown, it 

has become more and more obvious that how we are 
perceived by members and partners, and whether or not 
we are ultimately successful, 
comes down to our people. 
We’re betting a lot on them 
but just know that our vision 
to be the very best and our 
commitment to earning your 
trust and partnership every 
day is always my main focus. 

Getting past the obstacles to 
making all that a reality can 
also be very much like waiting 
for an explosion to happen. 
But the view is spectacular. ◾

Miki Brooks and Josh Portwood (pictured on cover) 
led the way in launching the one-call resolution 
initiative under the New Business Broker Experience. 
By combining Call Support and Case Specialist team 
members, they formed an empowered and self-directed 
ancillary support team to resolve agent and applicant 
calls on the first dial. 

Prior to creating this team, agents and applicants calling 
in with questions would be placed in a queue with all 
product buckets. The call experience included being 
placed on hold or transferred around until the right 
person could be found to resolve the issue. All of the 
different rules associated with the different products 
caused stress, confusion, and overload when trying to 
answer callers’ questions. 

Miki: “We were seeing simple errors, where if someone 
was specialized it wouldn’t necessarily happen. They 
would feel a little more comfortable in their job if they 
didn’t have to keep up with all of these different products, 
states and entities.”

The business appeared to be growing too large under 
the jack-of-all-trades format. Rather than expecting 
customer service representatives to remember a wide 
range of information, there was an opportunity to 
empower them with mastery of a specific product to 
make the experience and resolution better for callers. 

This led to the formation of a POD structure which 
paired case specialists and call support representatives 
together, allowing for a faster transfer of information to 
answer callers’ questions in one phone call. 

Change doesn’t always come easy, but Miki and Josh 
stressed that the one-call resolution initiative wouldn’t be 
possible with a team that didn’t care about the customer 
experience.
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Steve Patton  
Executive Director of Sales

continued on back page...

THE INNOVATORS

Ty Wooldridge  
President and Chief Marketing Officer

We don’t need to constantly worry about outside 
influences that can impact our industry. We just need 
to make sure that we're flexible enough to incorporate 
innovations so our business is foolproof against whatever 
may come our way.

You're never standing still in business, you're 
either moving forward or you're falling backwards. 

We’re here to help you move forward. We’re always 
looking at new ways to do business and pass that 
information along to you. Whether it’s new products or 
technology (like going paperless!), we’re here to make  
it easier for you stay ahead of the industry trends. 

Thank you for your valued partnership…let’s innovate 
together! ◾
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The New Business team manages the life cycle of the 
application, from the time the application comes to us until 
the policy is issued. So, what does that entail? There are 
four teams that help along the way. The Policy Processing 
team does the data entry work if needed, and then they 
issue the policy to the new member. The Underwriting 
team reviews the health history of the applicant and 
then makes insurability decisions. The Call Support team 
handles questions from agents that are specific to the 
application process. And the Case Management team 
works closely with agents on any application issues.

“The New Business team is the first experience both our 
brokers and members have with our company. To me, it's 
the welcome wagon. They have to deliver a consistent 
positive first impression because it leads people to wanting 
to work with us again; but if we fall short, we may not get 
that second chance.” - Fred Roth

“Last year was our best Annual Enrollment Period ever. We 
proved, as an organization and as a department, that we 
were nimble enough to be able to react promptly to issues 
and changes in order to process applications more quickly 
than we've ever been able to do before.” - David Smith

What is the New Business team planning for this year?

David: Innovation is sort of ingrained in everything that we 
do here. Specifically, there are six things that we're looking 
to accomplish during 2021. 

• Continue with the great staffing plan that we introduced 
last year. 

• Improve our processes to eliminate the common issues 
that drive calls.

• Improve the call support structure to better handle 
escalation and complicated issues.

• Promote the Aetna Quote and Enroll tool to submit 
error-free applications. 

• Create a process that can provide a reason for a 
member decline at the point-of-sale. 

• Use our new print vendor to send out policy documents 
to members more quickly. 

What should agents know about the New Business team 
that they may not already know?

Fred: I see the long hours that agents put in to make 
sure that all questions are answered, that members are 
supported. The New Business team also works hard both 
during the Annual Enrollment Period, as well as throughout 
the year, to ensure thorough and timely support. ◾

Behind the scenes of New Business

OPERATIONS OVERVIEW

Cancer and Heart 
Attack or Stroke/Plus Home Care/Plus Hospital Indemnity/

Flex Recovery Care Dental, Vision and 
Hearing

Year-to-date

1. Jack (J.D.) Soloaga
2. Tamara Cabe
3. Ashley Davis
4. Shawna Harding
5. Loar Harris

1. David Arkenberg
2. John Lengnick
3. Joshua Berger
4. Terra Rinderle
5. Keith Daugherty

1. Maurice Weir
2. Chase Gruening
3. Robert King
4. Stephen Turner
5. Sabrina Holwegner

1. Tracey Varana-Ray
2. Robert Mcbride
3. Jeremy Poynot
4. Eric Iverson
5. Richard Spano

1. Edward Elsner
2. Tamara Cabe
3. Sarah Williams
4. James Collingsworth
5. Gerald Simpson

February 2021

1. Steven John
2. Loar Harris
3. Jonathan Zerbini
4. Ashley Davis
5. Terri Stairs

1. David Arkenberg
2. Joshua Berger
3. John Lengnick
4. Terra Rinderle
5. Keith Daugherty

1. Sabrina Holwegner
2. Diana Fecu
3. Lorena Bezerra
4. Stephen Turner
5. Terese Fanning

1. Patricia Hall
2. Tracey Varana-Ray
3. Bruce Aggen
4. Jeremy Poynot
5. Erica Dailey

1. Robert Littles
2. Edward Elsner
3. Chris Gilley
4. Christopher Bellah
5. Stefanie El-Ansari

Leaderboard
2021

Total production Medicare Supplement Final Expense

Year-to-date

1. Justin Ayers
2. Christopher Westfall
3. Matthew Centi
4. Matthew Claassen
5. Cody Lucas

1. Justin Ayers
2. Christopher Westfall
3. Matthew Claassen
4. Matthew Centi
5. Cody Lucas

1. Suzzanne Bloom
2. Syed Siraj
3. Anthony Martin
4. Jesse Roberts
5. Corey Daniels

February 2021

1. Christopher Westfall
2. Madeline Olejnik
3. Matthew Centi
4. Matthew Claassen
5. Cody Lucas

1. Madeline Olejnik
2. Christopher Westfall
3. Matthew Centi
4. Matthew Claassen
5. Cody Lucas

1. Syed Siraj
2. Suzzanne Bloom
3. Anthony Martin
4. Corey Daniels
5. Patrick Wahl

David Smith 
Director of New Business  
Broker Experience

“As for my relationships with clients, I have been very 
blessed with lots of business. I've just completed my 
13th Annual Enrollment Period and have over 1300 
clients. I think one thing that sets our business apart 
is the emphasis on education. I spend the first 10-15 
minutes of each appointment educating clients…I call 
it ‘Medicare 101,’ explaining what Medicare covers, 
premiums, deductibles, co-insurance, etc. Then, I go 
through a detailed explanation of the differences between 
Supplements and MA's…full disclosure, here's what you'll 
love, and what you may not love, you decide. 

We have a lot of integrity, not steering clients in one way  
or another, but emphasizing the importance of making  

an informed decision. I don't care which they choose, I 
just want to make sure that they thoroughly understand 
the pros/cons of both sides of the fence, 
and that the decision is theirs, not mine. 
The greatest compliment I get is, ‘I get it, I 
finally get Medicare!’ As for communication, 
it's probably about 50/50 in terms of phone 
calls and emails.” 

Sharon Weymouth 
Senior Life Matters Insurance Agency, LLC

Prescott, Arizona

Focus on communications

BEST PRACTICES - FROM THE FIELD

“My clients respond best to email communications, 
then phone, text, and in person – in that order. I 
keep my clients and prospective clients updated 
with regular emails, such as the status of their 
applications. I contact my new clients within two 
weeks via email and phone to confirm they received 
their ID cards and policy welcome kits. Then, I 
follow up within the next 30 days to see if they have 
any questions. With email, my clients receive clear 
communications from me. We avoid phone tag and 
it’s helped build credibility. And in every email, I tell 
my clients that I welcome their referrals.

I feel like my clients choose me to guide them 
because they realize I am committed to assist 
them not just today, but every day. I am a problem 
solver and a partner for them. I sell positive and 

effective outcomes. When my clients buy into my 
detailed approach, they retain me as their insurance 
broker and consultant. Persistent, caring customer 
service leads to high client retention and quality 
commission income. And, my clients become 
‘raving fans’ when referring family and friends.

I started presenting Aetna as an ideal Medicare 
Supplement insurer in 2020. Aetna's quality 
customer service backed by their hard-working 
insurance professionals and easy enrollment 
platform, makes for a terrific Medicare Insurance 
choice for my valued clients.” 

Bill Forrest 
Health Insurance Brokerage Inc.
Tinley Park, Illinois
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Fred Roth 
Chief Operating Officer

continued on page 6...
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I’ve noticed a few blurbs in 
industry trade communications 
recently about producers 
committing fraud to obtain 
commissions only to have the 
policies lapse for nonpayment. 
I don’t know whether this 
is pandemic related or not. 
I’d like to think it is. Some 
producers probably find it more 
challenging to sell, in these 
cases, life policies when most 
people don’t want to physically 

meet with agents. Many people simply don’t close a sale 
without some help from agents. 

How many of us have flyers in our 
homes of things we thought of 
doing, places contemplated for 
future vacations, or day visits  
and the like? 

The most recent situation I read 
about involved a producer in his 

early 40s. He submitted business for some clients 
without their consent. He likely had their personal and 
bank information from other sales or from their agency. 
Got the commissions only to have the policies cancelled 
by the carrier for nonpayment. 

I’ve never been in favor of advancing commissions. Like 
bonus programs, once it starts it never ends. Producers 
get hooked on the advancing. They also understand 
that many companies will release the compensation, 
not upon payment, but upon submission. Talk about 
tempting.

I’ve written about this in previous articles. These cases 
cause me to wonder, why now? Is it the pandemic? Or 
is this simply part of the same ol’, same ol’. No matter 
what’s going on, be it good times or bad from a sales 
standpoint, the lure of some easy money might be 
too much to handle for those in dire needs. Should 
this strike a chord with you or if you know someone 
struggling to get started in this great profession, resist 
the temptation. Talk to your manager if you need some 
help. She’ll be glad to help you, maybe do some joint 
calls, provide you with some good leads. 

One of my greatest pleasures today is helping others. 
Give it a shot. I assure you that 
your help will be returned many 
times. And, you’ll find yourself 
asking “why not now?” Then, you’ll 
experience a sense of goodness 
and satisfaction that might come 
close to the feeling of making 
multiple sales in one afternoon! ◾

COMPLIANCE CORNER

Why now? Protection Series℠  
Final Expense Whole Life Insurance 
Our new Final Expense* product, part of the 
Protection Series℠ portfolio, is underwritten by 
Continental Life Insurance Company of Brentwood, 
Tennessee and now available in 37 states. The 
existing/legacy Final Expense product will be 
available until April 9, 2021. (Reference the product 
availability chart on aetnaseniorproducts.com/
agent side.)

The financial aftermath of a death may put strains 
on those left to cover the costs. Establishing a Final 
Expense insurance plan now, will allow your clients to 
make choices, plans, and decisions on what is truly 
appropriate for them and their families – and helps 
provide the funding when it’s needed the most.

The Level plan, along with optional riders 
(Accidental Death Benefits and Children’s Term 
Insurance), provide flexible coverage options to 
meet each client’s unique needs. And, your client 
may qualify for the super preferred rate if they were 
issued an Aetna affiliated Medicare Supplement 
policy underwritten in the last 180 days.

• No medical exams – the issuance of the policy 
and plan type will depend upon answers to 
health questions in the application

• Find out today if pre-approved

• Renewable for life regardless of changes in 
health

• Premium rates never increase

• Coverage and benefits never decrease**

• Guaranteed non-cancelable – as long as 
premiums are paid on time

• 30-day free look 
period with a right 
to cancel with full 
refund

If you’re interested in 
selling our new Final 
Expense product or have 
questions about any 
of our other products, 
please contact our 
Agent Services team at  
866-272-6630. 

  *Products and plans vary by state.
**Benefits may be reduced by any loan balance 

on the policy at the time of death.
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Tech tips:// Take advantage of our webinars

Want an easy way to learn more about our 
products and services? And, connect with other 
sales professionals across the country? Plus, you 
can do both from the comfort of your home, car, 
office, anywhere…

We offer a variety of webinars with discussions 
and tutorials covering products, services, and 
even our agent website. It’s easy to view the 
webinar schedule and sign-up from the agent 
side of aetnaseniorproducts.com.  

Our webinars have proven track records for 
being informative and productive for thousands 
of agents every year…as each one was developed 
with you in mind, of course!

Topics vary each month. If we don’t have a 
webinar on the specific topic that you’d like to 
learn more about, contact our Agent Services 
team using Live Chat (on the agent website) or 
by calling 866-272-6630. 

“We communicate with our clients in many forms and 
on a regular basis. One of the ways we communicate 
with our clients is with newsletters and other items that 
go through snail mail. We find that many people in the 
mature market do not receive much good ole fashion 
personal snail mail anymore. They comment how they 
enjoy receiving actual mail from us as one of the ways 

we communicate with them on a regular basis. 
As a whole, we do not believe one size fits all, 
but we always do good ole fashion USPS mail.”

David Cheatham 
Family Financial Solutions Group 

St. Charles, Illinois

...continued from page 5 (From the field – Focus on communications)

As an agent and trusted advisor, I’ve 
always felt it’s our job to make sure 
clients know the current Medicare 
changes, how the changes impact 
them, and how to protect themselves 
from those changes. By using Aetna’s 
portfolio of products, you can protect 
your clients and grow your business 
for the future.

When it comes to 2021 Medicare 
changes, recuperation and therapy, 
following a hospital stay stands out 
to be one of the costliest expenses 
a senior can have. By now, I’m sure 
many of you have heard of a growing 
hospital practice called Observation 
Status – which happens when a 
senior on Medicare is admitted to a 
hospital on an outpatient basis. That’s 
right, you’re in the hospital several 
days, but you’re not considered 
an inpatient. Unfortunately for the 

patient, this means Medicare will 
not pay for rehabilitation in a skilled 
nursing facility following that hospital 
stay. It is important to know that if 
Medicare does not approve the first 
20 days of skilled care, their Medicare 
Supplement cannot pay for days 
21-100. 

The 2021 national median cost for 
a semi-private room in a nursing 
facility is $263 daily, $7,989 
monthly, and $95,867 annually.*

One solution to Observation Status is 
Aetna’s Recovery Care Insurance 
Plan.** It can help cover the cost of 
skilled, intermediate, and custodial 
care in a Nursing Facility and an 
Assisted Living Facility. It also has an 
optional Home Care Rider that allows 
the freedom to recover in the comfort 
of one’s own home. Underwriting 

qualifications for Recovery Care are 
similar to Medicare Supplement.

• First day coverage 

• Issue ages 50-89 

• No height and weight chart 

• Pays in addition to any other 
coverage including Medicare 

• Premiums do not increase due  
to age or health changes 

• Choose any licensed nursing  
or assisted living facility 

• Guaranteed renewable for life

If you have any questions about any 
of our products, please contact our 
Agent Services team at  
866-272-6630.

  *Genworth Cost of Care Survey, genworth.com/ 
    aging-and-you/finances/cost of care.html 
**Products and plans vary by state.

CVSHealthHeartRegular WELCOME NEW AGENTS!

Seize today and plan for tomorrow. Are your clients protected?

Article contributed by George Pelekanos,  
Regional Vice President, Midwest Sales Region (KY, MI, MN, MO, NJ, PA, WI) 

Michael Colliflower 
CLU, ChFC, FLMI, AIRC 
Counsel

"If a colleague 
of yours is 

struggling, stop 
for a minute 

and offer your 
assistance." 

"Consumers 
often request 

information be 
sent to them to 
review only to 

never act."
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Josh: “Without a team that really bought into what we were doing, it wouldn’t have flowed 
as well as it has – and we wouldn’t be seeing the results of our efforts as fast as we have.”

Service levels went up, handle times went down; first call resolution went up, hold times 
went down. Prior to the POD concept, there was an average handle time of 7 minutes 21 
seconds and an average speed of answer was 36.5 seconds. With the one-call resolution 
initiative, the average handle time was reduced to 4 minutes 30 seconds and the average 
speed of answer to 25 seconds. 

We hope that you’re feeling the results of our efforts! Our goal is to continue to innovate 
for you and with you. We appreciate your feedback.

...continued from page 2 (One-call resolution)

Article contributed by Jerel Flint,  
Marketing Communications Assistant 

THE INNOVATION
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The Innovators – Miki Brooks and Josh Portwood 


