
My people
“Good ideas are always crazy until they’re not."
     – Elon Musk

Any Pacesetter article that starts out with a quote like this 
one has to be about some sort of innovation. And the truth 
is, this one began to be exactly that. But along the way it 
became about another idea far more important than any 
improvement project or new product. 

Two days ago, I received a call from a Virginia State 
Trooper who lives across the street from my parents and 
has been there for 20 years. My mother taught his children 
to play the piano. He’s been a wonderful neighbor. Those 
are very rarely calls you want to get. 

I’m one of the very lucky one whose mom and dad are 
both still living. They are both 87 and by all accounts, doing 
very well. At least until that call.

My mother had taken a fall at home and my father injured 
his back trying to assist her. Fortunately, the Trooper 

sensed something about his neighbor’s evening routine 
that wasn’t entirely right even from across the street. So he 
walked over to check on them. By the time he called me, 
he’d managed to get them medical attention and they were 
both in bed, but of course that was all I needed to hear. I 
was aboard the next flight and am still here taking care of 
them while they’re on the mend. 

It is truly an odd feeling to be caring for the same 
people who cared for you when you were a child. 

These people raised me. These were the people who 
attended every one of my games all the way through high 
school and bought my first car. They paid my college 
tuition. These are the two people I was joking about when 
I first became a father and said that I still felt like someone 
else’s kid and that I wasn’t sure they were prepared to 
support another one. And then they proved they were – 
simply the best grandparents ever. 

continued on page 2...
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Melissa Price (Manager, Customer Experience) and  
Raney Conner (Project Manager) were the primary 
architects of the bridge to connect our business to the 
digital communication world, allowing our members and 
agents the opportunity to connect with us on a broader 
level. Live Chat is an essential piece of that digital journey.

The Live Chat initiative started as an idea to build upon the 
member website portal. According to Melissa, it’s important 
to consider how we enable two-way communication that’s 
convenient and reliable.   

Melissa: “When we think of Live Chat as another step 
on the digital journey with member email, ultimately 
each of these is a stepping stone to get to a place where 
we are operating at a high level for each of our customer 
bases. We want to allow them to reach us in a way that 
best fits their needs.” 

Initially, the success of Live Chat was measured in the 
volume of chat requests; but Raney said that metric quickly 
changed after the positive reaction from members and 
agents. 

Raney: “We are happy that Live Chat has been as 
successful as it’s been so far. We are now looking at post 
chat surveys and customer satisfaction levels, as well as 
what our members and agents are saying. The feedback 
we are getting is really positive.”

Efficiency is also an important focus of Live Chat. It allows a 
member or agent to instantly connect with a representative 
for assistance. 

Melissa: “A lot of inquiries we’ve seen are tasks that can 
be resolved in less than two minutes, and Live Chat is a 
more direct way of getting to the point of issue and the 
person who can help with it.”

Live Chat works on any smartphone, tablet or desktop 
browser, although it is recommended to use a tablet or 
computer as opposed to the smaller screen size of a 
phone. 

This June marks the 1-year anniversary of Live Chat. 
Melissa and Raney emphasized they are a small sample of 
the people who contributed to the success of the initiative. 
It was a large effort that depended on many skilled team 
members, several of whom you see below.

What’s next? The team is exploring additional chat 
innovations. More to come later in the year. 

In the meantime, if you haven’t 
used Live Chat, give it a try and 
let us know what you think. 
Live Chat is available on the 
member and agent portals of 
aetnaseniorproducts.com. ◾

I think we all try our best to be well-
rounded individuals, balancing our 
lives with just the right amount of 
work, family, and friends. Our senior 
members are balancing and adjusting 
their lives as well. Being proactive with 
health care, addressing potential risks, 
planning for financial stability, and 
enjoying retirement…that’s where you 
come in…

Most of us can remember when we first 
got into the insurance business – the excitement, anxiousness, 
gaining knowledge of products and laws, and all the other 
preparations to build a career. During those first, tough 18 
months we learned the most important lesson for success:  

It’s not about what we are selling, but how we connect 
with the client in understanding their specific needs. 

And during that time, we developed a passion for putting our 
clients’ needs ahead of our own goals.

Martin Luther King Jr. said it best…“Everybody can be great...
because anybody can serve. You don't have to have a college 
degree to serve. You don't have to make your subject and 
verb agree to serve. You only need a heart full of grace. A soul 
generated by love.”

It's even more important today for us to utilize our core 
passion to educate clients and help them understand the new 
challenges. Medicare is constantly changing and reshaping 
the way it pays hospitals, medical, skilled nursing, and much 
more. These changes have created gaps in coverage that 
cannot be entirely filled by today’s standardized Medicare 
Supplement or Medicare Advantage plans and leave our 
clients vulnerable to unexpected, out-of-pocket expenses. 
Together, we can ensure clients are well informed and provide 
them with multiple solutions for covering expenses.

Our Aetna Senior Supplemental business strives to be 
the leader with not only the most competitive Medicare 
Supplement plans, but also with comprehensive ancillary 
products that protect our clients, ages 1 to 89. 

The number of individuals on Medicare is estimated  
to grow to 79 million by 2030. 

Now is the time to reach out to your book of business and 
review your clients’ coverage. Discuss how Medicare changes 
may affect them. Make sure they have well-rounded coverage 
for dental, vision, hearing, cancer, heart attack, stroke, nursing 
home, assisted living, home health care, hospital indemnity, 
and final expense. 

And, please, let us know how we can help you. Thank you for 
trusting us with your clients’ insurance coverage. ◾
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It’s not like we don’t know this sort of thing 
happens. We all do. But knowing that and 
facing into it are two entirely different things 
as it turns out. What we do at Aetna Senior 
Supplemental took on a new meaning for 
me over the past couple of days. There are 
actually a lot of people who can help with 
these things and we make that possible.  
You make that possible. 

This was really just a wake-up call I guess,  
but we’ll all have to make some changes.  

I’m grateful to still have the opportunity to 
make those changes and how great to know 
that our family isn’t alone in all of this. 

My parents still get the newspaper delivered 
every day. I just now went to get it out of the 
special newspaper box for them. For the first 
time in my life I really don’t feel like someone 
else’s kid today. I have an idea that I’m going  
to miss that feeling. ◾
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When turning 65 and becoming 
eligible for Medicare, there are some 
important choices to make. For 
instance, do I want to keep traditional 
Medicare and purchase a Medicare 
Supplement, or do I want a $0 
premium Medicare Advantage plan? 
Both have great benefits, along with 
pros and cons.

It’s funny, if we speak to someone on 
traditional Medicare and learn that they 
have no Medicare Supplement, our 

first reaction is that of confusion. Why 
not choose a Medicare Supplement 
plan? It’s a no brainer. And, if we talk to 
someone on Medicare Advantage, we 
typically don’t ask who their hospital 
indemnity coverage is with. This too, 
should be a no brainer.

It’s time to change our perception of 
what a typical Medicare Advantage 
(MA) enrollee wants and needs. Yes, 
individuals with an MA plan know 
they have copays and a yearly max 

out-of-pocket. But, does that mean 
they are really okay with it? Absolutely 
not. My personal experience has 
proven, many times over, that when a 
client goes into a hospital for a couple 
of days and is saddled with a $600 
copay, they feel as though their MA 
has let them down. By not offering a 
hospital indemnity to a new MA client, 
we truly have jeopardized their financial 
well-being, along with any chance of 
renewing their plan.

For MA enrollees, the 
average out-of-pocket 
limit is $4,925 for 
in-network services 

and $8,828 for both in-network and 
out-of-network services (PPOs).*

Did you know that Aetna Senior 
Supplemental insurance has the 
largest, most competitive portfolio 
of ancillary products in the industry? 
You can offer our Hospital Indemnity 
Flex product to your MA clients, for 

peace of mind in knowing they have 
more comprehensive coverage. The 
plan pays lump sum or daily hospital 
confinement benefits. Filling copays 
and gaps in coverage is easy with 
additional riders for doctor’s office 
visits, outpatient surgery, ambulance 
or emergency room, lump sum cancer, 
and outpatient physical therapy.

Never underestimate your client’s 
willingness to pay a premium for 
coverage they truly need.  

For more details on Hospital 
Indemnity Flex and our other ancillary 
products, go to our agent website on 
aetnaseniorproducts.com. Or contact 
your Regional Vice President or Sales 
Manager…we’re here to help!

*Source: KFF Henry J. Kaiser Family Foundation 
analysis of CMS Medicare Advantage Enrollment 
and Landscape Files, 2020.

Article contributed by Tony Clark, 
Regional Vice President, West Sales Region 

(AK, AZ, CA, CO, HI, IA, ID, IL, KS, MT, ND, NE, NV, OR, SD, UT, WA, WY)
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When it comes to our ancillary plan offerings, one of our key 
players is Richard Waggoner (Senior Director, Actuarial), 
who is involved in the development from conception to 
implementation of the plans. 

Fred Roth (Chief Operations Officer), shares how Richard’s 
efforts integrate with the Operations teams. 

“Richard participates in all the 
operations project launch meetings 
and underwriting development. It’s 
connected at the hip. We have to 
make sure we have the operational 
support and tools in place to be 
successful. Richard is our sounding 
board, validating  assumptions 
and answering questions for the 
Operations teams so we can put the 
product in the market, in a compliant 

manner, consistent with how it was filed and priced.”

As an actuary, a big 
part of Richard’s role is 
analyzing and mitigating 
risk. When we talked 
about innovation, he 
laughed, “Innovation…
that’s a tricky word to 
an actuary!” Despite his 
risk aversion, Richard 
is heavily involved in 
the entire development 
and implementation of 
our innovative ancillary 
plans.

Richard  After we start selling a product, then we monitor 
the experience and make sure that everything’s going as we 
anticipated. Luckily with the ancillary products, we‘ve never 
taken a rate increase and they’ve performed very well.
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Article contributed by Nicole Palsa, 
Senior Marketing Operations Specialist

Fred Roth 
Chief Operating Officer

Richard Waggoner 
Senior Director, Actuarial 

What do you consider to be our biggest innovation as it 
relates to ancillary products?

Fred  We’ve transformed these plans into the Protection 
SeriesSM and demonstrated how they complement Medicare 
Supplement and Medicare Advantage sales to round out 
a client’s portfolio. They used to be standalone plans, and 
we used to have a core group of folks who just focused on 
them. When we started this product refresh back in 2013, 
there were about 30,000 ancillary policies in force – today, 
we have more than 300,000.

What advice do you have for agents who haven’t tried 
selling ancillary plans?

Richard  It’s an attractive product 
to help you with your income. And if 
you put everything available on the 
table for your clients, I think you’re 
a little bit more credible as a trusted 
advisor.

Fred  Brokers who offer a variety 
of options at the point-of-sale will 
help keep that client for a longer 
time. By only offering a Medicare 
Supplement, you may leave your 

client exposed to the next broker that comes around and 
sells the value of complementing a Medicare Supplement 
with an ancillary plan. Taking the time to ask the questions 
such as, “Did you have dental coverage before Medicare?” 
creates a segue into Dental, Vision and Hearing plan 
options. By asking if they’re fully protected from various 
scenarios, you can offer that peace of mind. And, you 
become their healthcare consultant.

What are our next opportunities in the ancillary market?

Richard  We’re finalizing our new Dental, Vision and 
Hearing Plus plans, which will offer first day coverage on all 
the dental services. We’ll also be offering orthodontia and 
implants coverage, which I think is going to be very popular.

We want to hear from you! What types of benefit 
options would you like to see in the future? Email us at 
AetSSIFeedback@aetna.com. ◾ 

BEST PRACTICES - FROM THE FIELD

Building value with ancillary products

“By offering ancillary products, you 
become a well-rounded agent and a huge 
resource to your senior clients. Medicare 
is so confusing for so many and if you 
have already built the trust and are sitting 
at their kitchen table, you can help them 

understand how to get the fullest coverage 
and fill all of the holes that Medicare 
doesn’t cover.”

Jayne Klein 
Klein Senior Insurance  
Dunlap, Iowa

“I absolutely love ancillary products, 
especially in the turning 65 market! We are 
finding over 60% of the clients we speak 
with want additional coverage. Our office 
uses a systematic approach to explaining  
cancer and dental/vision/hearing plans 

in every single conversation. Most people 
want ancillary…it’s our job to offer it!”

Ray Cox
Camas Prairie Insurance 
Grangeville, Idaho

“We love Aetna’s menu style electronic 
application.  It makes bundling too easy not 
to do.  Every new-to-Medicare client gets a 
choice of three packages.  All three bundles 
include multiple ancillaries.  That alone 
increased my income 100% the first year I 

started using it to its potential.  Clients win, 
having few to no gaps, and we win with more 
income.  No other carrier makes it this easy!”

Ron Ray 
Turning 65 Solutions  
New Braunfels, Texas
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Not long ago, I was asked to weigh in on a prospect’s 
desire to obtain a contract to sell for our company. There 
was a large fine paid to a regulator in the prior year or so. 
Large enough to gather attention from the onboarding 
review team. When that occurs, they often punt it upstairs, 
or most accurately, south to central Florida where I office 
when I’m not on the links.

By the way, after swinging stiff shafts for 50 years, I broke 
down with the new driver and went with a regular shaft. 
Talk about night and day. Picked up 15 yards easy. That, 
plus moving up to the gold tees, yep, the ones for seniors, 
and I’m hitting greens again and making some birdies. 
Most of the people playing golf these days don’t play from 
the correct tees. Their egos are such that they play back, 
can’t hit many, if any, of the greens and take far too long 
trying. Don’t make that mistake. Move up, even if you’re 
not a senior! It is so much more fun being able to shoot 
at greens and having a few birdie putts than trying to 
scramble around hoping to hit a great chip or make a  
putt for a par a couple times a round…but, I digress…

The regulatory matter cited the agent for allowing 
business to be submitted under his license by an 
unlicensed person. I understand it is or was called 
“aggregation.” I say, what? 

How much more basic can it be than to 
 only have licensed personnel soliciting  

business and taking applications?

We see a few warning signs from time to time about this 
practice. An insured calls in after receiving their policy 

and tells us they don’t recognize the agent’s name listed 
on their policy. That’s a red flag. I get that some offices 
use administrative personnel to develop leads and set 
up appointments for the broker. Administrative stuff. No 
issues there but, like some many other things, original 
processes get “relaxed” over time, one-time exceptions 
become the norm. 

State laws are very clear. Only licensed personnel can 
solicit business for insurers. There’s a very good reason for 
that. Insurance coverages can be confusing. Medicare is 
not simple. You’re talking to seniors. 

State regulators want only knowledgeable  
sales personnel soliciting business.

So much so that licenses are required, and state 
examiners ask to see agent training materials when they 
conduct examinations of companies. 

I’ve said previously in these articles 
that insurance sales is a profession. 
Like doctors, lawyers, accountants, 
and actuaries. Licenses, certifications 
are required. High standards are 
required, not desired. Don’t put your 
license at risk or allow yourself to be 
guided by bad guidance. We must 
remain diligent to maintain what is 
truly one of the greatest professions. 
Good selling! ◾

COMPLIANCE CORNER

Aggregation or aggravation?

 MARKETING MINUTES - FROM THE FIELD

How do you build in ancillary products to provide your  
clients with well-rounded insurance coverage?

Article contributed by Gaylan Hendricks, 
Chief Executive Officer (pictured with Taylor 
Martin, Chief Marketing Officer) 
Senior Security Benefits, Inc., Fort Worth, Texas 

Michael Colliflower 
CLU, ChFC, FLMI, AIRC 

 Counsel 

Track your new agent contract requests

On the new Agent Maintenance Dashboard  
(on the agent side of aetnaseniorproducts.com), 
you can view the status of new agent contract 
requests that you submitted electronically. 
It includes any pending submissions from 
the previous 30 days. (The status of paper/
fax requests are currently not available on the 
dashboard.) The Agent Maintenance Dashboard 
also provides quick access to request agent state 
appointments and terminations.
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This all depends on the client. Need is based on 
finances, lack of savings and, most of the time, “base” 
health insurance coverage. We use this same technique 
in customer service call-backs and face-to-face sales. 
I create selling systems based upon our internal call 
center. We continue to see increases in their paychecks 
and fewer chargebacks when a client knows how their 
basic health insurance policy pays. Educators, not 
salespeople, sell policies. So many ancillary plans 
“cancel” because clients aren’t educated properly. 

For example, let’s go through a client scenario about 
cancer protection:

Medicare Advantage:

This is the most important client who needs a cancer 
policy – or we call it income or asset protection. The 
Aetna product brochure states that 77% of cancers 
are in ages 55 and older. That means if you don’t ask 
these clients about a cancer policy, you are leaving 
77% of them exposed to the maximum out-of-pocket 
for the calendar year – set by CMS at $7,550. A client 
who hears $0 premium doesn’t equate the 20% out-
of-pocket to thousands of dollars. Our questions to 
position this plan are as follows…

Transition to Medicare Supplement: 

I would like to make sure we have you in the correct 
health insurance plan. Your options when turning 65 
are one of two, a Medicare Advantage or a Medicare 
Supplement plan. The differences between the two 
are your out-of-pocket expenses and what you can 
afford monthly. 

NOTE to agents:

We have found that clients want to hear this at turning 
65 in order to make the right decisions for the rest of 
their lives, not just this enrollment year. This sets up 
the package sale because we are showing them how 
all these plans work together. When they use their one 
and only Guaranteed Issue option and buy the wrong 
plan, it causes everyone unnecessary remorse.

Agent to client:

If we go the $0 premium route, then you could be out 
$7,550, if you are the one male out of two diagnosed 
with cancer. What type of health insurance does your 
spouse have? (This is where we know if we can apply 
the household premium discount.) 

The client usually says:     

“I thought you said it was $0.” The agent will say it 
is $0 monthly, but if diagnosed with cancer, they 
would have to pay the 20% of the plan chosen or the 
maximum CMS sets ($7,550). Client says they want 
$0 premium because they can’t afford insurance. 
Agent asks who will pay the $7,550 plus the out-of-
pocket expenses on any prescription drugs…and “I 
just want to make sure you understand what your 
financial exposure is on this plan.”

Agent to client:       

Earlier you mentioned that your spouse is 60 and 
does not have insurance. We would want to add her/
him to this cancer plan because it is cheaper for both 
of you to be on the application together. Your spouse 
will have coverage for those out-of-pocket expenses 
and when they turn 65, the plan will already be in 
effect. Even though you don’t turn 65 for four months, 
let’s put the cancer plan “in effect today” as your 
spouse has no coverage and cancer doesn’t care 
when you turn 65. We want to make sure you’re both 
protected as soon as possible. 

Agent to client continued:

Have you or any family members ever been 
diagnosed with cancer? (Note: This doesn’t keep 
them from getting the insurance, but it reminds them 
of the exposure others have had – and it’s a way to 
get referrals.) Do you have children at home? It’s a 
small amount to add them on. And when they turn 26, 
they can get their own plan. 

Closing: 

Your Medicare Supplement or Medicare Advantage 
plan will be in effect the first day of the month you 
turn 65. I really appreciate your business. One more 
thing in building your package, I would like to discuss 
your dental, vision, and hearing needs. I see you 
wear glasses…when was the last time you or your 
spouse went to the dentist? We have a great product 
for about $1 a day. Again, building your retirement 
package now is important. ◾
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You can now choose how you’d like to receive your 
monthly Pacesetter agent newsletter from us – in the 
mail*, via email, or both. Use the QR code or website 
below to update your preferences. It’s easy and only 
takes a minute…just have your agent writing number 
handy (and agency number if owner). 

Thank you for being a part of our loyal family of 
readers. We’ve enjoyed communicating with you  
via Pacesetter for the past 36 years! 

WHAT'S NEW

Your Pacesetter – mail or email?

https://aet.na/2PsVq0C

For agent use only. 
Not for public use or distribution.
©2021 Aetna Inc.

*One newsletter per address is mailed.


