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My term as the president of NASFA has come to an end. I want to thank you 
all for the opportunity and privilege to serve you for the last two years.

When I started as president, I knew I had big shoes to fill after Charmaine 
Barnes left her post and took on another role within the board of directors. 
But I actually enjoyed serving after her. She taught me so much before and 
during my presidency, and I appreciate her knowledge and commitment to 
NASFA and her diligence in helping agents in so many aspects of business.

That being said, during my tenure, the board members and I — as well as 
the membership at large — had to work through a variety of challenges. The 
COVID-19 pandemic hit, and we all found ourselves working alone in our 
offices or remotely. State Farm sent us new office technology procedures 
that we had to learn and conquer. And now we’re grappling with soaring 
inflation, which affects so many areas of business. It’s been a stressful time, 
and we have faced many business uncertainties while still trying our hardest 
to sell and stay ahead of our new and existing competitors.

The insurance industry has changed so much since I joined the board and 
became president. We used to call and meet in person, but times change, 
and now we email and do Zoom calls. In the age of the internet, our voices 
now have incredible reach with Facebook, LinkedIn and more. These 
platforms also help agents stay connected and share insights and support.

Something I’m proud of is the huge membership growth for our 
organization, including the addition of younger members and agents on 
newer contracts. NASFA is grateful to have the ideas and viewpoints of such 
a diverse group of agents. Whether you have joined us at the start of your 
career or if you joined us later when you were concerned about an industry 
trend, please know that you are a treasured part of this organization. We also 
appreciate your hard work in referring other agents to our organization so 
we can continue to grow and serve more agents.

I truly believe there is real value in being a NASFA member. Our 
organization’s culture shines through when we assure our members that 
we are here to help. As business processes shift and we wade through a 
turbulent insurance market, NASFA delivers on its promise to be a group 
of agents serving agents, whether that is through researching an industry 
change or parsing through a company announcement to determine how 
it will truly affect agents. We’ve helped so many agents who had questions 
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about team leadership, office sales and service, accounting 
strategies, and accountability. We extend compassion when 
tough issues arise for our members and do what we can to 
help them balance work, sales goals, team management and 
family.

During my presidency, our board members and our 
management company also supported our members with 
excellent resources and communicated helpful answers. We 
bridged the social-distancing gap with Zoom meetings and 
virtual Coffee Klatches with our legal counsel, Bob O’Connor. 
Agents benefit so much from his advice. He is in touch with 
our industry and can help us forecast what is next and beware 
of pitfalls along the way. And when agent challenges arise, 
he is on the case and searching for solutions. (For more of 
O’Connor’s insights, see “Tips from Bob O.” on page 7.)

Now I will pass the baton to our new president, Bob 
Grunenwald. He has been serving as vice president of 
publications, so his name and face are probably familiar. To 
officially meet him as president, check out his first “President’s 
Perspective” on page 5. He is wonderful to work with, and he 
has worked diligently on many NASFA initiatives so far in his 
tenure. I know he will make us all very proud. 

But rest assured, I am not going anywhere. I still value my 
NASFA membership and my participation, and I enjoy all of 
the friendships I’ve made through town hall meetings, annual 
conferences and more. I look forward to meeting more agent 
friends at future events. 
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The NASFA board of directors and The Mirror staff 
would like to thank Nancy Zacherl for her support 

of and dedication to NASFA. We look forward to her 
continued involvement in the organization.

Mission Statement: NASFA, a professional association of State Farm 
independent contractor agents, endeavors to provide timely and 
insightful information to our membership, foster a spirit of camaraderie 
and professional fellowship, and work tirelessly to maintain the 
independent contractor status and entrepreneurial opportunity of 
our member agents.
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President’s Perspective

As the incoming president of the National Association 
of State Farm Agents, or NASFA, I want to start out by 
publicly thanking our three most recent past presidents 
— Tom Kasper, Charmaine Barnes and Nancy Zacherl — 
for their outstanding guidance, leadership and insight 
to help me, as incoming president, to prepare for this 
position.

In case you have not met me yet, let me introduce 
myself. My name is Bob Grunenwald. I’m 67 years old 
and have been married to my wife, Janet, for 42 years. 
We are the proud parents of four sons, all of whom are 
married, employed and out of the house. I have been 
a State Farm agent for more than 27 years. You would 
think at this point in my career I am able to just coast, 
but that is far from the case!  I’m finding that my team 
and I are working twice as hard and longer hours than 
we were five or six years ago. I am the only State Farm 
agent in Merrill, Wis., a town of 9,500 people located 
about two and a half hours north of Madison, Wis.

But it’s not just my service area that creates more work 
for me; it’s the technology changes from State Farm. 
We are now into State Farm’s business modernization. 
While I want to keep up with the times, I simply will 
not stay on hold on the phone for an hour or more to 
wait for assistance. I have found that I can work around 
these State Farm–created problems with an occasional 
call to a NASFA friend who can help me find a solution. 
Many times, having a NASFA friend to help you look at a 
problem in a different light makes a world of difference.

I have found that I really enjoy hearing from newer 
agents, those with less than 10 years in the business. 
These agents bring a different perspective about what is 
currently happening with the company. Their approach 
is not necessarily to embrace State Farm’s ways and use 
all of the State Farm tools but to instead use the ones 
that make the most sense to them and that make them 
the most money. They also have better technology 

skills to help all of us through State Farm’s technology 
evolutions. I’m grateful to share camaraderie with other 
agents who are going through the same problems and 
to be able to lean on those who have already figured 
them out.

At the same time, seasoned agents bring with them 
a different type of insight and experience. We started 
out talking to prospective clients at their kitchen tables 
about their needs, wants and insurance questions, all in 
the hope of quoting their insurance and becoming their 
agent of choice. We bring the warm and fuzzy approach 
to agency. All generations of State Farm agents have a 
lot they can learn from one another.

And that is something I love about NASFA: It truly is a 
group of agents helping agents.

Back in March 2016, my wife and I attended a NASFA 
annual conference in Chicago. I wanted to see for myself 
what NASFA is all about and if what my State Farm 
leadership had been telling me about NASFA — that it 
is a group of dissenting, angry agents that continually 
bash State Farm — is true. Wow, was I surprised! Those 
rumors could not have been further from the truth. The 
two-day conference made me want to join NASFA, and 
I’m proud that six years later I’m now your president.

I’m also proud to work with a great group of board 
members. The NASFA board members are all current or 
former State Farm agents.  None of the board members 
are paid. They are volunteers, and they are some of the 
hardest-working people that I have ever come to know.

I’m looking forward to helping NASFA members 
leverage their member benefits. For example, for just 
$300 a year, members receive this quarterly magazine 
as well as access to our legal counsel, Bob O’Connor, for 
no additional fee. O’Connor is an expert on all of the 
various State Farm contracts and routinely helps agents 

Proud to be your new 
president
By Bob Grunenwald, NASFA President & Vice President of Publications
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who have found themselves in hot water with State 
Farm. (Read some of his advice in “Tips from Bob O.” on 
page 7.)

As I begin my presidency, I see that there is so much 
to look forward to. I hope to meet many more NASFA 
members at our next annual conference, which will take 
place May 11-12, 2023, in Savannah, Ga. Please mark 
your calendars and plan to join us. It’s a deductible 
vacation, and you’ll have the chance to meet more 
NASFA members and hear some great speakers. Keep an 
eye on emails and this magazine for more details.

In the meantime, I hope that you remember that NASFA 
is here for you. We want to help you grow, help you 
make more money than you ever imagined and help 

you to have fun in the process. I believe that we can 
even laugh occasionally and be better for it. I truly 
believe that we all will truly be better off for being 
NASFA members. Thank you for being on this journey 
with us.

I hope being a NASFA member gives you reasons to 
smile. And then I hope you actually do smile — it will 
make people wonder what you have been up to.

Best Regards,

Bob

NASFA has a legal fund to
support members’ interests.

You can contribute at any time or 
do so when you renew your membership.

Contact office@nasfa.com
if you need more information.



Being a State Farm agent can and should be a rewarding 
experience. Your life as an agent should bring daily, 
weekly, monthly and annual satisfaction to you both 
personally and professionally. It also should be fiscally 
profitable. I mean, really, what could be so hard about 
this? People need insurance. State Farm is a 100-year-old 
company with a sterling reputation. What could possibly 
interfere with this plan? Well, as it turns out, just about 
everything. 

Here are some of the top general challenges agents 
face.

Challenge 1: Selling

People do need insurance; they just don’t want to 
think about it or pay as much as they must to get the 
appropriate coverage. If they have a claim, they want 
it handled, well, magically. It’s not enough for claims 
service be prompt and friendly. Customers basically 
expect that their car or house will somehow be repaired 
or replaced instantaneously. So, you have to figure 
out ways to meet these expectations and overcome 
resistance. That’s what you signed on to do: to figure out 
ways to sell insurance products to the general public. 
This is your mission despite the fact that the public may 
not realize their need for insurance products. Worst of 
all, they might not particularly want to buy it from you 
instead of a competitor. 

Once you have overcome the first hurdle and convinced 
your potential policyholders that they need insurance, 
the hard part really begins. You have to determine the 
appropriate coverage for them and then convince the 
potential policyholder that 
they need it and should pay 
the quoted premium for it. 
Convincing them of the quoted 
rate is probably the hardest 
part. 

Challenge 2: Managing 
staff

In order to have time to do selling, you need staff 
members to help you with other tasks. There are several 
challenges here too. Staff members are people, and 
people come with their own attitudes, emotions and 
personal challenges. You need staff members who are 
willing to show up daily for their jobs. They need to 
come to work prepared to do their jobs for the whole 
day. They need to do that week in and week out. They 
need to be willing to learn how to do their job and then 
do it. They need to know when to ask you questions 
about their performance or how to approach a novel 
situation.

Staff members usually have spouses, children, parents 
and other relatives who also need their time, energy 
and attention. As the employer, you have to first make 
rules about how and when these outside influences will 
be handled. That’s what an employee handbook is for. 
Do you have one? But then the hard part comes into 
play: enforcing the announced rules. There will always 
be exceptions that don’t exactly fit your rules. However, 
be sure to grant exceptions sparingly and uniformly out 
of fairness to other staff members and to let your team 
members know what to generally expect. 

In the whole world of work, there are three kinds of staff 
members: current staff members, former staff members 
and future staff members. Current staff members are 
those currently on your payroll and doing their jobs in 
a satisfactory manner. Do you do regular evaluations of 
their work? If not, you should, and it should be done in 

writing. It does not have to be 
a lengthy process or even that 
detailed. But, staff members 
should know where you think 
they stand with you based on 
their performance. Do you have 
written goals for the staff? It 
makes work life a lot easier if 
people have a written list of 

Anything can be difficult
By Robert E. O’Connor, NASFA Legal Counsel

NASFA has a legal fund to
support members’ interests.

You can contribute at any time or 
do so when you renew your membership.

Contact office@nasfa.com
if you need more information.

The MirrorFall 2022 NASFA – Agents Serving Agents 7



expectations. And, yes, that list can change as often as 
you like — just make your team members aware of the 
changes and be prepared to mitigate pushback.

Former staff can be an issue depending on how they 
became former staff. Usually current staff members 
become former staff members one of two ways: They 
quit, or they are fired. If they quit, they leave voluntarily 
and hope that you bear no ill will. People quit their jobs 
all of the time, and most of their reasons do not have to 
do with the work or the work environment. There are 
many family reasons and economic reasons to move on. 
Some people are just burned out and need a change. 
Try not to take it personally or get angry when people 
choose to leave. It happens.

The challenging situation is when staff members 
are fired. Staff members generally get terminated 
for unsatisfactory performance.  It is never pleasant 
to be told that you are not doing a good job. It is 
particularly unpleasant when the poor performance 
terminates the employment relationship. It is the most 
unpleasant when it comes without any warning of your 
dissatisfaction. Terminations should not be a surprise 
to you or the staff member. Again, regular performance 
reviews can keep everyone on the same page.

When conducting a termination, it is important to have 
a short script and stick to it. A termination meeting is 
seldom a good experience, and both sides may have 
strong emotions. The staff member might ask questions 
like: “Why?” “Why me?” “Why now?” “What did I do 

wrong?” If you get off topic in a termination meeting, 
you could end up making things worse for both the 
employee and you — from not only an emotional 
perspective but a legal one as well. You do not need 
a reason to terminate, and you should not give any, 
other than a need to move in another direction. Once 
you start giving reasons, it becomes a debate. At this 
point, you want a smooth and quick exit and not a 
debate. And, again, if you’re having regular performance 
reviews, the employee should know the reasons why.

For more about the topic of future staff members, check 
out Nancy Zacherl’s article on page 24. 

Challenge #3: Office location

This next challenge should be a relatively easy one. Ha! 
Just kidding! (Did I fool you for a second?)

Let’s put the office location discussion into context. As 
a State Farm insurance agent, you are licensed by your 
home state. Therefore your first limitation on office 
location is your home state's rules. We will ignore for a 
moment the question of holding a license in another 
neighboring state. For the purposes of this discussion, 
you are licensed by your state, which may have certain 
residency requirements. Your Agent’s Agreement limits 
you to that state. 

Drilling down a bit further, your initial appointment as 
an agent is to a specific geographic location — a city or 
town. Once you have that initial appointment, you then 
are part of the system, and the system has people and 
parts. You are assigned within a sales leader’s territory, 
which is a further subdivision of some state. You are 
then a part of that sales leader’s team. This may not be 
important to you, but it is very important to your sales 
leader. A part of your sales leader’s pay is determined 
by your production. A sales leader therefore wants you 
to do well — very well, in fact — so that they will also 
profit. All of this means that if you try to move your 
office out of the sales leader’s territory, you should 
expect some resistance. Threats and promises are 
usually how that resistance is communicated. However, 
according to your contract, you are free to move your 
office upon notice to the company of your intent to do 
so.Image by Ryoji Iwata via Unsplash
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You might think an easy solution is to buy an office 
space from a former agent in the same sales leader’s 
territory. Unfortunately, it’s not that simple. The problem 
is how State Farm makes assignments. In this day and 
age, it is common for State Farm to split up a book of 
business among several agents. If any of those agents 
or even one not receiving a part of the former agent’s 
book buys the former agent’s building, State Farm starts 
worrying about raiding. Many days, State Farm fails to 
recognize that customers are not sheep. They have free 
will and may have some ideas about the policyholder-
agent relationship they want. They might even prefer to 
have an agent who is as close to their house as possible 
for convenience. This means that even if a policyholder 
is assigned to a new agent, the policyholder can decide 
to switch agents without being recruited by another 
agent.

Even if the agent is able to buy the office space, State 
Farm’s guidance about how the new agent should 
handle calls, mail and drop-in visits related to the 
former agent is murky, which means there are more 
opportunities to get in trouble.  

Another facet of the office location issue is when you 
decide that you want or need to share an office with 
another agent. State Farm has had different opinions 
about this type of arrangement throughout the years. 
For many years, long ago, State Farm did not seem 
to care if you shared an office with another agent. It 
seemed to recognize the economies 
of scale that the arrangement offered. 
There was not much concern in the 
‘50s, ‘60s and ‘70s about customer 
data, privacy, confusion or even split 
households. That has changed. More 
recently, State Farm has been more 
concerned about customer privacy 
and confidentiality. That worry takes 
the form of concern about which staff 
members have access to which book 
of business’s information and how 
new and old customers are steered 
to one agent or another. Raiding or 
accusations of raiding in multi-agent 
offices have become more common 
with the unusual assignment 

practices of State Farm. However, more recently, State 
Farm has seemed to be more willing to permit multi-
agent offices. 

In that same vein, there is always the old argument 
that an agent’s proposed office location is too close 
to an existing agent’s office. For many years, the first 
argument was that there was a gentleman’s agreement 
in place in this city, county, state, territory or whatever 
about how close your offices could be. Let’s just cut 
to the chase here: There was never anything that was 
legally enforceable about office locations being too 
close. It is always amusing, however, to hear a sales 
leader claim that they had no idea that the infringing 
agent was considering moving to that location. 
Personally I do not believe that. 

These three challenges are just the tip of the iceberg. 
Stay tuned for the next issue of The Mirror for a 
continuing discussion. In the meantime, if you have 
questions you want covered privately or in this 
magazine, please reach out and let me know.

402-330-5906
office@nasfa.com
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Time changes everything. As time passes, we can better 
assess which changes proved to be helpful and which 
were a waste of time and resources. SF Connect is one 
such change that is proving to be beneficial.

Technology being introduced into our offices can, 
at times, be extremely cumbersome until we are 
comfortable with it and it becomes part of our daily 
routine. Early in 2022, my office began using a tool 
called SF Connect after a conference 
call with our new agency field specialist 
(AFS). I can attest that this tool is very 
simple and requires no learning curve. 
If you can text on your cell phone, you 
can use SF Connect.

I fully admit that I was late in the 
discovery of SF Connect, but I am here 
now. During the call with my AFS, I 
could see how this piece of technology 
could save time for my office. I recognize most offices 
are already using this technology, but, if you are not 
on board with this tool by now, please accept some 
encouragement to start.

As we are all aware, technology influences everything 
we do. Do you remember the day you sent your first 
email or text message? I do, and it doesn’t seem that 
long ago. The truth is that emails were common 
more than 20 years ago, and text messages were first 
introduced to me in 2005 when I purchased a cell phone 
called a Blackberry. Do you recall how small those keys 
were and how sending text messages was difficult at 
first? We quickly learned the benefits of sending a quick 

text message versus making a phone 
call because it saved time and typically 
received a faster response, especially 
from our kids.

SF Connect is much the same. This 
method of communicating with your 
policyholders is located on the main 
page of ABS. We use SF Connect for 
almost all routine discussions with 
customers. For example, customers who 

are late in paying their premiums will receive a quick 
reminder of it being due. Formerly, our process included 
making phone calls to late payers, followed by sending 
a note in the mail before the cancellation date. These 
steps worked very well in the past to get people to pay 
their bills. It helped keep our lapse-can rate low for 
years.

Today we send a text, which leads to a faster response. 
We have reduced our time working on late pays by more 
than 50%, and my postage expense is at an all-time low.

Last spring, it was announced the company would 
begin imposing late fees on past-due premium 
balances at some point later in the year. Since many 
of our habitually late–paying customers have become 
accustomed to our texts, prior calls and mail, this is 
going to be a change for them, so we have begun to 

Leveraging SF Connect 
to better connect with 
policyholders
By Steve White, NASFA Vice President of Marketing

We have reduced 
our time working 

on late pays by 
more than 50%, 
and my postage 

expense is at an all-
time low.

Image by Daria Nepriakhina via Unsplash
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alert them now about this looming fee. They may grow 
tired of hearing the reminder, but at least the late fee 
will not arrive as a surprise. In any case, it seems like 
every company applies a fee if you are late paying your 
bill, so the fact that State Farm is doing it shouldn’t be a 
huge surprise to anyone.

My office started using SF Connect for billing reminders 
but moved quickly to adding text messages to obtain 
report card information for the State Farm Good 
Student Discount, mileage for the Drive Safe & Save 
discount, and alarm certificates. We have also found 
sending information about claims through a text is 
not only faster for us, but it is more convenient for the 
policyholder. That text usually is retained on their phone 
for future reference during the life of the claim. When 
we started using SF Connect, we could see immediately 
that policyholders responded much faster than ever 
before.

If you have not started using the SF Connect tool, you 
need to give it a try today. Keep in
mind, there are guidelines for sending sensitive 
information, so please review those for
compliance.

Image by Glenn Carstens-Peters via Unsplash

UNLOCK THE BEST IN YOUR BUSINESS.
UP TO 100% FINANCING ON COMMERCIAL REAL ESTATE.

Work with a lender who has proven experience with State Farm Agents. We’ll help position your  
agency for expansion and accelerated growth.

$606,000
100% Financing
Building Purchase
Pennsylvania

$760,000
100% Financing
Building Purchase  
& Renovation
Arizona

$410,000 
100% Financing
Refinance of Commercial 
Real Estate Debt
Texas

$847,500
100% Financing
Building Purchase
Colorado

LET’S CONNECT
Heather Rinkol | Account Manager
hrinkol@pacwest.com | 402.276.5151

RECENT TRANSACTIONS

Pacific Western Bank is an equal opportunity lender. This is not a commitment to lend.  
All offers of credit are subject to credit approval. 



Have you ever wondered how you were so lucky to 
get into a particular situation? Or have you wondered 
how you could have been so dumb to miss a great 
opportunity in another situation? I certainly have 
experienced both of these feelings on 
more than a few occasions. My time 
with NASFA, though, definitely falls 
into the former category. 

Once, a fellow agent told me about 
an organization called the National 
Association of State Farm Agents, or 
NASFA. I did a little research and soon 
became a member. For years, my 
membership was limited to receiving 
its quarterly magazine, The Mirror. 
To me, this magazine alone was worth the cost of my 
dues, as I received balanced information about our 
industry and State Farm corporate. I learned State Farm’s 
magazine, “Reflector,” provided information based 
on plans, initiatives and opinions from a corporate 
point of view. “The Mirror” gave me the opportunity to 
look at these same issues and ourselves from another 
vantage point. I found this provided a balance, which 

is so important in any area of life or business. Also, 
many of the articles in both magazines provided great 
information about running an agency.

Several years later, I read about a 
town hall meeting taking place in the 
Cleveland area. Because company 
meetings had all but disappeared, 
I decided to attend this gathering. 
Meeting fellow agents from around 
the country was so refreshing and 
enjoyable. I found the other agents 
to be very knowledgeable and 
engaged. The people I met also came 
from a variety of backgrounds with 
many different experiences, which 

broadened my understanding of agency.

The enjoyment of this town hall experience led me to 
reconnect with some local agents I had not seen for too 
long. It also helped me build some new relationships. I 
often wished that I could build similar connections with 
our corporate partners in underwriting, service, billing 
and claims.

NASFA Legal Counsel Robert E. O’Connor has been 
another outstanding benefit of my membership. While 
I have not personally needed his legal assistance, I have 
learned a great deal from his articles and talks. (See 
page 7 for his latest article.) It is better to learn from the 
challenges of others than to go through them yourself. 
It would be even worse to have to struggle through 
audits, contract changes and the other legal challenges 
of being a State Farm agent without the guidance of 
someone very knowledgeable about our contractual 
agreements.

In 2018, I was honored to be selected to serve on the 
NASFA board of directors. As the saying goes, “You get 
more out of serving than you put into it.” This privilege 

At NASFA, I found my 
professional home
By Paul Gillern

Image by Elaine Casap via Unsplash

This privilege has 
broadened my 

appreciation for 
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history as well as 

the efforts of NASFA 
to keep the agent 

opportunity strong.
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has broadened my appreciation for State Farm and its 
history as well as the efforts of NASFA to keep the agent 
opportunity strong. Unfortunately, corporate leadership 
in Bloomington, Ill., does not recognize NASFA as a 
partner they could work with for the good of agents, 
policyholders and the company.

A criticism of NASFA has been that it is anti-company. 
Rather, I have found the organization and
its board to be very pro-agency. Questioning decisions 
and challenging the bad actions of
individual leaders does not mean you are against 
anything except bad choices. 

My term on the NASFA board of 
directors ended on June 30, 2022. 
However, my membership,
involvement and support will continue. 
And I know those all-important 
relationships I have formed through my 
NASFA involvement will remain for a 
lifetime. 

NASFA could be your home too

But the end of my term could mean the start of yours. 
If you are ready to gain so much more than you give, 
make fantastic connections and help protect the futures 
of State Farm agents across the country, I urge you to 
consider joining the NASFA board of directors. Feel 
free to reach out to any of the current board members 
to learn more about opportunities, qualifications 
and responsibilities. Their contact information can be 
found on page 4. I’m certainly glad I didn’t miss my 
opportunity to serve, and I hope you don’t either. 

If I can be of any assistance to you, 
please know that I welcome the chance 
to serve. 

Best wishes to all of you State Farm 
agents, our corporate partners and this 
great organization.

The NASFA board of 
directors and The Mirror 
staff sincerely thank Paul 

Gillern for his hard work and 
dedication to NASFA. We 

wish him all the best in his 
future endeavors.

NASFA is growing!

Our membership is flourishing!
We need more volunteers to
continue to help us grow and
serve members like YOU!

Contact office@nasfa.com for more information or to volunteer.



When your technology 
hinders more than it helps
By Bo Shantz, NASFA Vice President of Legal Issues

State Farm agents recently came together for the 
company's national convention. This year’s was 
wonderful. It was as joyful and meaningful as it could 
have been with an amazing turnout. At the convention, 
we had important discussions about the status of the 
company and what the future plans are.

Since the last convention, State Farm 
has mostly regained its competitive 
edge, resulting in more business, but 
mostly the company has saved costs 
by cutting overhead.

But State Farm still is years behind 
other insurance companies 
technologically. It seems that 
instead of making alliances with tech 
companies who develop state-of-the-
art computer programs, State Farm 
has tried to make these systems in 
house. The lack of modernization has 
created issues for agents that State 
Farm is trying to rectify. In order for State Farm to remain 
at the top, it needs to invest in more user-friendly 
technology to help us agents and our customers 
navigate the insurance world.

Merging the past of State Farm with the near future 
has become a significant hurdle that agents have to 
understand and overcome in order for the agency 
to remain one of the best insurance companies in 
the United States. The prevalence of technology is 
something that we as agents need to embrace. But it is 
challenging to ensure exemplary service for customers 
when the technology we have been using is causing 
roadblocks every step of the way.

In the wake of COVID-19, the internet and technology 
have become some of our most important tools. 
It is supposed to make agents’ lives easier while 

addressing customers’ needs, but our current software 
is very clunky, making our jobs more difficult. Where 
technology should help communication, it has become 
a hindrance instead.

Before all these technological advances, I think it was 
easier for agents to work with our customers. Older 

agents like me remember when 
we were able to easily navigate our 
software system, talk to customers 
and give them exactly what they 
asked for in a timely manner. Now, 
frustrations with the new computer 
programs could be thinning our 
ranks.
 
Seeing our alliance companies’ 
computer programs puts into 
perspective just how out-of-date 
State Farm is. We need a system that 
is more user-friendly instead of the 
programs we are using now. It is 

frustrating for the customer and the agent when the 
agent can’t give them an immediate answer. I should be 

It’s frustrating for the 
customer and the 

agent when the agent 
can’t give them an 

immediate answer. I 
should be able to click 

a couple buttons in 
order to get answers 

to questions my 
customers ask me.

Image by Sebastian Herrmann
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able to click a couple buttons in order to 
get answers to questions my customers 
ask me. 

Customer service conundrum 

In our attempts to embrace technology, 
are we losing sight of the importance of 
customer relationships? Do we risking 
losing customers when most of our 
communication with them is through 
technology? Insurance is based on impeccable customer 
service, which means that communicating should be 
our No. 1 priority.

The software we are currently using makes 
communicating a challenge. I have been struggling 
with giving my customers timely answers. There have 
been technical issues with many things including my 
email, making that avenue of communication unusable 
at times. When a client calls, I can’t always answer their 
questions on the spot because I can’t easily find the 
information in our various platforms. Instead, I need to 
take down their information so I can call them back with 
the solution they are looking for at a later time.

Customers have also noticed the difference in our claim 
services with longer wait times and less accessibility to 
local repair shops. This shows that our internal systems 
are not the only issue hindering our customer service. 
Customers want to have access to their own accounts 
using our online tools, but these have problems as 
well. One of the values of technology is that clients 
can have some independence with their own accounts 
and take control of their insurance. But error messages 
in our customer-facing online tools are causing them 
frustration. Then, the exasperated customer has to 
call our office during office hours, which is likely 
less convenient than finding their answer online or 
accomplishing the minor task whenever they want.

However, the fact that agents and our team members 
need to swoop in to solve these technology problems 
for our customers shows just how important we still are. 
When a customer calls with a difficult situation, agents 
and team members serve as a resource and support 
system to discuss the latest information. In turn, this 

proves that we are integral to the success 
of State Farm. Truly, the majority of the 
company’s success is because of the hard 
work and dedication of agents and team 
members.

These days, potential clients use the 
internet to find an insurance agent, and 
they base their choices on accessibility 
and cost. Accessibility is high on the list 
of priorities for new clients. They need to 

know they can contact us easily and build a relationship 
without worrying about breaking the bank. We can’t 
keep our costs low when the computer programs we are 
using make us less efficient.

If we want to maintain our competitive edge, we need 
to merge the latest technology available with older 
practices. Pushing for the most modern technology 
available entices younger customers who base their 
choice of insurance on convenience and cost, but 
some of our older practices are what retain long-time 
clientele.

Progress ahead

At the convention, State Farm made it a goal to overhaul 
the current system to make it easier for agents to 
service our customers. These new systems should be 
streamlined so that we can access data quickly and give 
customers the information they need when they ask for 
it.

The issue with this goal is that we don’t know how long 
it is going to take. State Farm is a very big company, so 
changing the programs we use could take a long time. 
We also don’t know what programs the leadership is 
going to choose to invest in. We need to trust that State 
Farm is going to get the best programs available that are 
intuitive and user-friendly.

As a whole, this year’s convention has truly given 
me something to look forward to. Although these 
past couple years have been bogged down with 
counterintuitive computer programs, State Farm’s 
promises for better technology mean we have a brighter 
future ahead.

In our attempts 
to embrace 

technology, are 
we losing sight of 

the importance 
of customer 

relationships?
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Trust can be defined as both an emotional and a logical 
sentiment. To gain trust, one must make themselves 
open and vulnerable to those they wish to develop a 
trust relationship with. Logically, in return one expects 
to be respected and treated with fairness and honesty. 
It sounds simple enough, and yet so 
many relationships are eroded by 
behaviors that can destroy the trust 
union.

The value of trust brings forth the acts 
of equity, integrity and collaboration. 
When you have equity, there is mutual 
respect, and you have the ability to 
listen and not judge. Integrity allows 
for one to be open and honest with others and to speak 
truth in a positive manner. When there is collaboration, 
you are able to work as a team toward a common 
goal. In any relationship, respect is earned, honesty is 
appreciated, and trust is gained. Trust in turn leads to 
loyalty. Without trust, there can be no true relationship.

Trust is imperative to business success. Trust must be 
held as a core value that is owned by everyone who 
works within the business. It is a structure in which a 
trustee (agent) carries out the business on behalf of 
the trust member (company). Trust must be nurtured 
by all within the business. It is important that each 
party's actions be consistent with the core values of 
the business and that everyone work together as a 
team to meet a common goal. Many actions within a 
relationship over time that are not consistent with the 
core values may cause an erosion of the trust bond. 

Erosion will occur when the fundamentals of trust are 
worn away. When one or more parties feel abandoned, 
insecure or discarded, there will be a struggle of 
connection due to this breakdown. There are many 
elements that can contribute to this breakdown. Lacks 
of emotional support, reliability, dependability, financial 
impact and mutually supported goals can all erode 
trust.

When a party loses trust, they assume they are betrayed, 
or they have a constant feeling of awaiting a betrayal. 
A party will then become overly protective and will 

avoid commitment when they feel that 
the trust is broken. Betrayals will leave 
a party feeling excessively wary, alone 
and depressed. When trust is lost in a 
business relationship, there will be a 
struggle to make meaningful connections. 
Businesses should avoid damaging a trust 
relationship because once it is lost it is 
difficult to rebuild. 

Rebuilding trust

Can trust be rebuilt? Loyalty is hard to find. Trust is easy 
to lose. There are reasons people lose trust within a 
business. They feel lack of courage on the leadership 
side to admit the wrongs that need to be fixed. There 
can be a feeling that there is some hidden agenda that is 
not being shared. Inconsistent behavior shown through 
leadership as well as the feeling of purpose lost can also 
erode trust. It is important in business to remember that 
respect is earned and honesty is appreciated. When you 
have these, only then can trust be regained and loyalty 
returned.

The erosion of trust
By Charmaine Barnes

Image by Rory McKeever via Unsplash

Businesses should 
avoid damaging a 
trust relationship 
because once it is 
lost it is difficult 

to rebuild.
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In order to rebuild the trust relationship, both sides 
would have to forgive and forget the wrongs they each 
feel occurred. There must be a willingness to let go of 
the past. Those in the rebuilding stage must be open 
to growth and improvements on both sides. Each party 
must learn to listen to each other and and learn from 
the feelings shared. Finally, both sides must want to 
rebuild the trust lost. 

Does corporate deserve our trust?

State Farm corporate and the agency force seem to be 
in the midst of such erosion. What happened to the time 
when State Farm had the backs of agents and in return 
agents gave their loyalty to produce whatever was 
needed to meet corporate goals? There was a trust that 
produced a mutual respect between the parties. Both 
sides worked together in trust for a common goal: the 
success of State Farm.

State Farm in the past was always proud of its agency 
force. Agents trusted the company, and in return 
State Farm appreciated and respected agents. When 
corporate asked agents to meet a challenge, the agency 
force would give their all and more to meet or exceed 
those goals. When the company and agents have a 
mutual trust in each other, there is nothing they cannot 
achieve together. 

There was a time corporate used to turn to the agency 
force for input. They would listen to agents. Their input 
was taken into account, and together solutions would 
be worked out. There was never any breakdown in 
communication. The playbook was open for all to see. 
The company was transparent with their goals and 
changes moving forward. One day, the winds changed 
direction.

The morale in agency and operations is at an all-time 
low. When you speak to agents who were around before 
AA05, they remember the way it was. These agents long 
for the old ways and the mutual respect between the 
company and agency. Many today feel alone and lost 
out in the field, knowing they have no real backup from 
the company. When you speak to people who have 
worked in operations for years, you hear that none of 
them are happy with the new procedures or the way 

these procedures are released. Some have no idea how 
or why changes are made. Some in operations feel they 
have no say in any decisions being made behind the 
doors in corporate.

AA05 agents unfortunately have never experienced 
the years of trust and loyalty. They only know the 
environment as it is today. However, there definitely 
are signs of eroded trust among this group of agents 
too. They were promised the world and great growth 
as long as they followed what the company laid out. 
The consensus was if you do as you are told and follow 
company rules, you will succeed. Commission is less, 
but it will be offset in a bonus structure. That is a great 
idea in theory, but the agents soon learn that the bonus 
program is controlled by the company and therefore 
can suddenly change or disappear at any time. 

The audit trap 

As if that is not enough, there also has been a sudden 
uptick in audits and the terminations that follow. The 
majority of audits seem to fall upon AA05 agents. Does 
this mean they are all doing wrong and therefore should 
be terminated? There was a time when if an agent got in 
trouble they were given the opportunity to be judged 
by a group of their peers. Corporate would take into 
consideration what the agent peers concluded, and, 
in many cases, very few terminations occurred. What 
happened to this system?  

Many of the agents who are called in for an audit have 
no idea why. These audits are very intimidating, and 
most describe them as an interrogation-type setting. 
Many are not familiar with the issues being pulled from 
a very large file. Agents are then schooled on the many 
sites available for agents to use to make sure gaming 
is not occurring. Many agents are not aware of these 
various sites. There also are other sites available only 
to corporate to pull information unavailable to agents. 
Whose job is it to make sure all agents have the tools 
needed to run an ethical business? Why aren't all sites 
available to agents to help in their day-to-day practices? 
Training is needed to make sure the agents have every 
advantage in preventing behavior that might lead to 
their termination.

Image by Rory McKeever via Unsplash
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We need a real solution, not patches

What changed and broke the trust between the 
company and agents? Communications seem to have 
broken down. Survey after survey is sent out to agents 
asking for their honest opinions. Agents are glad 
because they feel it gives them a voice. They answer 
with brutal honesty regarding day-to-day problems 
they face every day. They want to believe what they 
feel matters. Does corporate listen and try to fix things 
that are broken? No. Instead, a few weeks later we all 
receive an email with the survey results, saying agents 
are happy with the way things are going. Agents 
are growing excessively wary. They feel alone and 
abandoned. Their worry is not unfounded. 

Trust can be rebuilt. In order to rebuild, both sides 
need to forgive and forget, let go of past wrongs. The 
company and agents need to come together and be 
willing to listen, hear each other's concerns and truly 
share thoughts. Realize the only way to rebuild trust 
is to come together and understand what happened 
to destroy the trust relationship in the first place. It 
won't be easy. The company has to open its playbook 
and share what is really going on behind the curtain. 
Honesty and openness are of the utmost importance 
when rebuilding trust. Each party may find it difficult 
to hear what the other side feels, but ultimately the 
truth will allow for healing. Both parties must want 
real change and be willing to come back together and 
support each other to reach a common goal. 

State Farm and all agents have the same goal, and that 
is to remain the No. 1 insurer in the country. Both sides 
want the same thing, and yet without trust they could 
very well fail at keeping this goal. State Farm and agents 
together worked to make this great company what it 
is today. It will take both sides to maintain it. This goal 
will never be maintained unless both sides learn to trust 
each other again. 

Loyalty is hard to find. Trust is easy to lose. Actions speak 
louder than words. We still have time to fix things. What 
do we have to lose? Our No. 1 position!

This article is reprinted from the Fall 2020 issue of The 
Mirror.

www.facebook.com/nasfanow

Follow us on Facebook

Image by danielkirsch via Pixabay
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As I round the corner on my 10th  year in agency, I find 
that my perspective has changed drastically. Some of 
that change is a direct result of company changes, but 
much of it I chalk up to age, maturity and really coming 
into my own. There was a time early in my career when 
I worked ridiculously long hours, week in and week out, 
including Saturdays. I was always all about business. 
Some of that is my nature, maybe even in my DNA. My 
parents grew up poor in Northwest Tennessee, but they 
worked hard. Consequently, when my dad got his shot 
with State Farm back in the mid-'70s, he worked his tail 
off. Those were the days of dialing the phone book and 
knocking on doors, and he did it religiously for many 
years, earning President's Club twice and eventually 
becoming one of the few agents in the country 
promoted to agency manager without a college degree. 
He passed that work ethic along to my siblings and me.

This work ethic served me fairly well with State Farm — 
until it didn’t. I made Ambassador Travel several times 
and Chairman’s Circle in 2016. I coached TDP & ADP. I 
was no rock star, but I was reasonably successful in the 
ways State Farm measures success. I was also a recently 
divorced single mom of triplets, which is no picnic, 
and I was burnt out. The year after I made Chairman’s 
Circle, Tennessee lost our individual medical products, 
with no adjustment to our goals or benchmarks. We 
lost mutual funds — which previously carried me 

to Chairman's Circle — and annuities, again with no 
adjustment to benchmarks or goals. We then lost State 
Farm mortgages and, — you guessed it — didn't see 
any adjustments to benchmarks or goals. I was defeated 
and deflated.

Then I was really, really mad. If you give me a goal, I will 
run hard after it, but it is not OK to continually move 
the finish line. It is even more not OK to move the finish 
line and insist that I smile and nod and profess that this 
is the best gig ever. And yet, that is exactly what State 
Farm did.

I typed up a respectful and honest email to my VPA 
explaining that the above changes were categorically 
unfair and downright shameful. I did what I have been 
coached to do my whole life: I spoke the truth. I said 
what needed to be said to a person who needed to hear 
it. I said it not only for myself but also for everyone else 
in the same boat who lacked either the courage or the 
words to say it.

Well, as we say in the South, that went over like a fart in 
church. My sales leader let me know that my VPA was 
really angry and implied that I should be concerned 
about that. My response was: “That’s OK. I'm mad too.” It 
was not the response he wanted from me.

An unbalanced relationship

I learned a valuable and unfortunate lesson that day, 
and it continued to be reinforced by many others in 
leadership throughout the next few years. The company 
recruits and hires gunslingers. They want the best of the 
best, the cream of the crop, the go-getters, the doers, 
and the people who will get it done no matter what. 
They want us — that is, until they get us. Once we are 
had, the relationship seems to morph into one akin to 
the dog that finally catches the car. What does he do 
with it now? Once we are onboard, we may be easily 
enchanted with the sparkles and trappings of agency, 

The balancing act
By Sunny H. Snoeyenbos, Contributor

Sunny Hall Snoeyenbos at age 2 wearing her father's State Farm shirt
Image courtesy of Sunny Hall Snoeyenbos
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but for many, there may eventually be an introduction 
to the dark underbelly of control and frankly lack of 
personability within the organization. The realization 
was absolutely heartbreaking for me personally. 

In 2019, I went through all the stages of grief over State 
Farm — a few times, in fact. My life had always been 
State Farm red. Most of the adults in my life growing 
up were my dad’s agents. Though he went back into 
personal production after 20 years of management in 
a location that was eight hours away from his agency 
management territory, his agents were the ones who 
carried his casket at his funeral. These people, this 
company had been all I had known, and discovering 
how little I meant to the company was genuinely 
devastating. Call it naivete if you want, but some of us 
remember a time when agents weren’t disposable and 
dispensable.

And so I grieved and grieved. And then I decided I had 
to dust myself off and make some decisions. I either 
had to make this career and this company work for 
me, or I had to move on. I played the field a little and 
interviewed with other companies. At the time, my 
newish husband, Jaron, and I were expecting our first 
child together, collectively our fifth. After much research 
and soul-searching, jumping ship and starting over 
didn’t seem like a great idea. So I had to step back and 
see if I could somehow salvage what I had. Could this 
relationship become workable again? I loved being an 
agent. That never changed. I just wanted to feel good 
about the company again.

I recognized by then that I could not change how the 
company viewed or valued me. I could jump through 
every hoop and hit every promotion, and they would 
be looking for my replacement before my body got cold 
in the ground. That’s not necessarily a criticism, and it’s 
certainly not uncommon in our industry or in business 
in general. The hard part for me and many others is very 
simply that the company used to be different. We were 
an anomaly, I have come to realize, but I still really loved 
it. Regardless of my personal sentiments, I had to come 
to terms with what is rather than what I wanted it to be 
or move along.

Evening the odds

In December 2019, I completely changed my 
2020 business plan, agency goals, and my team’s 
compensation and bonus structure. By then I had done 
some personal inventory and recognized that I simply 
cannot be great at selling 100 different products at the 
same time. Some people can — more power to you — 
but that’s not me. But I know for sure I can be great at 
selling a handful of products.
From there, I decided to focus on three business goals 
and two personal goals:
1. Maximizing auto and fire PIF for SMVC.
2. Growing auto and fire premiums. 
3. Selling as much life insurance as we could. 
4. Enjoying my baby, who was in my office five days a 

week with me. 
5. Spending more time with my big kids and husband. 

That year, we hit all of those goals. My SMVC came 
out of the gutter for the first time since 2016, and my 
paychecks improved noticeably. My office was covered 
in baby gear, and my customers loved it as much as my 
team and I did. I removed email from my cell phone and 
decided I was done working evenings and on weekends 
short of a legitimate emergency, and I stuck to it. Let 
me tell you, that was liberating  As a result, I found that, 
when I was at work, I was more focused and less burnt 
out, and I felt the same way at home too. After these 
changes had been implemented for a full year, there was 
a small glimmer of light at the end of the tunnel, and I 
began to consider the idea that it might not be a train.

This is certainly not the end of the story for me. Rather, 
it’s the beginning. Ever since, I have been making tweaks 
and subtle changes trying to strike that balance.

Sunny Hall Snoeyenbos is a State Farm agent from 
Knoxville, Tenn. She was born into a State Farm family and 
now is a mother of five as well as the creator of the social 
media site Wife.Mom.Boss., a community of 400 women 
State Farm agents and growing who applaud each other's 
successes, help each other through tough times, and 
generally encourage and train each other.



with a Safe Harbor agency

As you plan your retirement, 
you deserve to transition your NFIP flood book 

to an agency that will make it easy for you. 

MAXIMIZE
THE VALUE OF 

YOUR FLOOD BOOK

We offer State Farm Agents
Up to 4X the commissions on your book

A simple transition process

Experience successfully working with 
hundreds of State Farm agents

A Safe Harbor commitment of 
non-solicitation of your clients

Scan to watch a 
short video from
Tom Freridge

www.ChoiceIns.com/safe-harbor-commitment

CALL 757-416-5107 OR EMAIL
TOM.FRERIDGE@CHOICEINS.COM

How to Get Maximum Value 
for Your NFIP Flood Book

Contact Tom Freridge, Vice President of
Strategic Relations to discuss your book

Have confidence that we value our
reputation with State Farm agents 

Get up to 4x commission on your NFIP
Flood Book

1.

2.

3.



with a Safe Harbor agency

As you plan your retirement, 
you deserve to transition your NFIP flood book 

to an agency that will make it easy for you. 

MAXIMIZE
THE VALUE OF 

YOUR FLOOD BOOK

We offer State Farm Agents
Up to 4X the commissions on your book

A simple transition process

Experience successfully working with 
hundreds of State Farm agents

A Safe Harbor commitment of 
non-solicitation of your clients

Scan to watch a 
short video from
Tom Freridge

www.ChoiceIns.com/safe-harbor-commitment

CALL 757-416-5107 OR EMAIL
TOM.FRERIDGE@CHOICEINS.COM

How to Get Maximum Value 
for Your NFIP Flood Book

Contact Tom Freridge, Vice President of
Strategic Relations to discuss your book

Have confidence that we value our
reputation with State Farm agents 

Get up to 4x commission on your NFIP
Flood Book

1.

2.

3.



Strategic hiring and training is probably one of the most 
important issues employers are facing today. Employers 
in almost every industry are having difficulty filling 
positions. So, if you are in this boat and having trouble 
filling positions on your team, know that you are not 
alone. 

The general talent gap

Part of the issue is the current competitive employment 
environment. According to the U.S. Bureau of Labor 
Statistics (BLS), the unemployment rate was 3.5% 
at the end of July 2022, leaving only 5.7 million 
Americans unemployed. This is the lowest since the 
start of the COVID-19 pandemic and comparable to 
the employment environment prior to the pandemic. 
Back in May, some states were reporting record-low 
unemployment. 

While low unemployment is great news for the 
economy, it is bad news for employers. There are fewer 
people actively applying for jobs in any given field. BLS 
shows that there were 10.7 million job openings at the 
end of June. (This was the most recent data available at 

the time of writing.) This number is roughly double that 
of the number of unemployed Americans. 

Of course, people can be entering or re-entering the 
job market all of the time as they graduate from school, 
send their kids back to school, decide to switch from 
part-time to full-time employment, feel compelled to 
come out of retirement or find other reasons to work. 
Plus, people switch jobs all the time for a variety of 
reasons. Obviously, the numbers don’t tell the whole 
story. There is talent out there, but it just is harder to 
find. 

If you tune in to the news, you can see that examples of 
understaffing are everywhere. Since travel rebounded, 
thousands of flights have been canceled because of 
airline staffing shortages. According to the Bureau of 
Transportation Statistics, 88,161 U.S. domestic flights 
were canceled between January and May of this year 
— and that doesn’t even account for the number of 
cancelations that seemed to grow by the day this 
summer. Most of these cancelations came from major 
airlines, including American, Delta and United. Of the 
flights that did ultimately take off, nearly a quarter were 
delayed. Of course weather has always been a factor 
in delays and cancelations, but many more of these 
interruptions are related to shortages of pilots; airline 
crew; and airport crew, such as baggage handlers and 
air traffic controllers. Management consulting company 
Oliver Wyman predicts that the pilot shortage in North 
America will grow to 12,000 pilots by next year. 

Gaps in the customer service experience

More concerning than these numbers are the stories of 
the inconvenienced travelers. In May, 4,344 complaints 
about air travel service were sent to the U.S. Department 
of Transportation. This is up 237% compared with May 
2019, Afar reports. Far too many travelers have been 
inconvenienced at best and stranded at worst. People 

When hiring plans are 
grounded
By Nancy Zacherl, NASFA Immediate Past President
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missing connecting flights are left to stand in chaotic 
lines, often while simultaneously calling the airline’s 
customer service number, to reschedule and make 
other plans. Agents excited about 
Ambassador Travel rewards, people 
traveling for business meetings and 
families going on vacations have 
had their plans dashed. For the 
people enduring these interruptions, 
the situation is frustrating and 
heartbreaking.
 
Sometimes I imagine dealing with State Farm can be just 
as frustrating for some of our clients. New State Farm 
practices have created duplicate work. For example, if 
we quote a homeowner’s insurance policy, a personal 
articles floater and a personal liability umbrella policy, 
we have to enter the policyholder’s name, address, 
phone number and other information separately for 
each policy. We are doing the same work over and 
over again, and it takes longer to just give a quote. This 
means that we need more staff members to get the 
same amount of work done in a day. Dealing with claims 

can take even longer now too, although, to that team’s 
credit, that area has improved a bit now that State Farm 
can direct deposit claims payouts into policyholders’ 

bank accounts. This undoubtedly beats 
waiting for the delivery of a check by 
the U.S. Postal Service, which also is 
understaffed.

Today’s policyholders are not very 
patient, and who can blame them. 
Before the pandemic, people had 

reliable access to two-day shipping, one-hour delivery 
and instant downloads. They have been primed to 
expect efficiency. When there is too much work and not 
enough people to do it, we cannot deliver the efficiency 
they expect. They have to wait longer for a quote and 
even longer for their claims to be paid. They want to be 
paid in a timely manner if they have a claim. If a claim 
is not covered, they should be told immediately, not 
bounced around for weeks waiting for an answer only to 
have a disappointing outcome. Things can and should 
be better. 

We can’t effectively 
support our 

customers without 
adequate staff.
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Be an employer of choice

Policyholders are the heart and soul of our business. 
They are the reason many of us go to work every day 
and work so hard to keep processes running smoothly. 
They also are the impetus for us to grow our teams and 
create the best support system. We can’t effectively 
support our customers without adequate staff. 

In a perfect world, agents want to hire 
strategically. My team is always in search 
of an applicant with people skills and 
who is great at math and working with 
computers. Ideally, I also like someone with 
leadership qualities, but those can be more 
difficult to find. It’s incredibly rare for any 
employer to find employees who check 
all of the boxes from square one, so the more practical 
choice is to identify workers with potential and upskill 
them through your guidance and help from other team 
members. 

Another challenge is attracting candidates to our 
job openings in the first place. With record-low 
unemployment in some regions, competition 
for candidates is fierce. Being a State Farm office 
representative might not be the dream job of those 
looking for employment, especially among younger 
generations of workers. It’s certainly not easy work. 
I’ve had a team member quit after being yelled at by 
a customer. Plus, perhaps sometimes office worker 
salaries are not the most enticing either. Indeed 
reports that the average salary for a State Farm office 
representative is $18.11 per hour, which it says is 10% 
above the national average. If you look at employment 
in a place like Chicago, where the cost of living is high, 
the average annual pay for a State Farm agent team 
member is $31,629 a year or $15.21 an hour as of August 
8, according to ZipRecruiter. For comparison, Chicago’s 
minimum wage is $15.40 for businesses with 21 or more 
workers and $14.50 for smaller businesses. ZipRecruiter 
also reports that State Farm agent team member salaries 
range from $24,672 to $47,288 a year nationally.

To make up for the financial benefits we may not be 
able to provide, we agents as employers have to offer 
other benefits that don’t have a dollar value. I try to 

buy lunches for my team and give extra time off to 
relieve my workers’ stress. I celebrate our achieved 
milestones, even if they are as small as meeting our 
weekly contacts and sales goals. This helps us all see 
the big picture. We might have tough weeks, but we 
have strong performance overall, and that keeps us 
encouraged to keep trying. Most of all, I try to listen. I 
want my employees to know that I hear their concerns 

and understand their anxiety.  I try to 
effect change to make their work easier 
when I can and offer kind words of 
encouragement and empathy when we’re 
all just stuck. I want to be the employer my 
team wants to work for. 

If you are having trouble recruiting the 
team members you need, turn to one of our best sales 
tools: referrals. Your employees know what it is like 
to work for you and to work in a State Farm office. 
Whenever there is an opening, encourage them to 
tell their friends and family. Ask them to share their 
experiences as an employee and invite others to join 
the team. Also consider sweetening the deal for your 
current team members with referral bonuses of some 
kind. 

When interviewing, also keep in mind that you probably 
won’t find a perfect candidate. Again, look for the ones 
that have potential, the ones you can teach and grow. 
Remember that even an experienced candidate won’t 
know everything about your office on day one. Set 
them up with the tools for success — and temper your 
own expectations  — by clearly explaining everything, 
even the seemingly obvious things like whether or not 
you want the bathroom light shut off when not in use. 
(Some employers want the light on for safety reasons, 
while others prefer to conserve energy. The answer 
is not as obvious as you might think.) Keep an open 
door and an open mind and invest the time to make 
whomever you recruited a contributing team member. 

The employment market is tough, but don’t let that 
ground your plans for team growth. Remember 
your goal of helping your policyholders and look for 
candidates with the interest in helping you get there. 
Everything else will likely fall into place.

I want to be the 
employer my 

team wants to 
work for.
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“Has it been six or seven?” 

As my wife and I flew to State Farm’s 100th anniversary 
national convention in Las Vegas this year, we were 
trying to figure out how many conventions we have 
attended since I started my career with State Farm 
in 1986. I think the only one we missed was the 1988 
conference. I was a newer agent who had just sold 100 
life policies, but I didn’t qualify to attend the convention. 
That’s right: There was a time when you had to qualify to 
go to the company’s convention.

We reminisced about the different hotels we had stayed 
at in Las Vegas as part of the conventions and some of 
the fantastic entertainment we had enjoyed. This year, 
Garth Brooks performed a rockin’ concert for State Farm 
agents, but in years past we had been treated to Kelly 
Clarkson, Don Henley, and Paul Revere & the Raiders. I 
think there was even a rodeo one year. I still have the 
teal-colored, snap-front cowboy shirt that our Central 
Mountain Bunch wore. 

There also was a year that State Farm hosted regional 
conventions, and we went to Chicago instead. One year, 
the convention was skipped during the Great Recession. 
 
I did overhear that this year was the first time since the 
1950s that all agents that could make it had been at 
the convention at the same time. What a marvel! I am 
always amazed at the logistics of feeding and moving 
that many people around. It is akin to General George 
S. Patton moving his troops around during World War 
II. There are so many buses at our convention that the 
company must bring them in from California — or so I’m 
told. Kudos to State Farm’s convention and travel team 
for managing so many attendees this year. 

The 2022 convention experience

The 2022 convention began with the Showcase. If you 
have never been to a State Farm convention, this is 
akin to a tradeshow with different booths you can visit. 
State Farm refers to these booths as Discovery Districts. 
There were six districts this year: agency and marketing, 
alliances, customer experiences, digital, financial 
services, and property and casualty. There was a lot of 
information. All of the new processes had booths, and 
you could ask questions about something you already 
have in place or get a sneak peek of things to come.

This year, there were presentations that you could sign 
up to attend through an app — a new feature for this 
conference. For example, there was a presentation 
about State Farm alliance partner Hagerty, which 
provides insurance for classic cars. Most presentation 
reservations were taken long before the convention. 
Those without reservations were told to show up for 
their desired presentations in case cancellations made 
room for them. I was able to access a few presentations 
in this stand-by manner. Those that registered sat in 
chairs for the presentation, and those that didn’t just 
stood around the edges and listened. 

Celebrating 100 Years with 
State Farm in Las Vegas
By Bob Grunenwald, NASFA President and Vice President of Publications

Convention Showcase
Photo by Bob Grunenwald
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I was amazed by the alliances. I was aware that State 
Farm was partnering with other companies, but seeing 
them all together really made me realize how many 
alliances there are: Gainsco, LightStream, Rocket 
Mortgage, Trupanion, U.S. Bank, Hagerty, Humana and 
Jackson Life.

I sat through a presentation from LightStream that was 
quite interesting. This is an online bank that we will be 
working with for car loans. However, they really aren’t 
car loans. These are unsecured, personal loans. They 
can be used to buy a car, take a vacation, consolidate 
debt — you name it. My guess is, because they are 
unsecured, these loans will only be an option for your 
most qualified policyholders. LightStream highlighted 
the car loan aspect, which only requires the person to 
qualify for the loan, not for the vehicle to have enough 
value because you aren’t securing it. 

I spent some time Sunday afternoon, Monday afternoon 
and Tuesday morning at the Showcase. This may sound 
like a lot of time, but there really was a lot to see — and 
eat! There were display cases with old advertising items 
and awards. My uncle was a State Farm agent, and I 
remember seeing these items in his office, so it was a 
nice trip down Memory Lane for me. Vendors from Shop 
the Farm were also present so you could touch and see 
available merchandise. 

On Monday, we were bused to Convention Central at 
the University of Nevada, Las Vegas’ basketball arena, 
the Thomas & Mack Center. We were on the first bus 

over from our hotel, so we had to wait at the arena while 
10,000 or so people were bused over from 15 hotels. 
While we waited, the jumbotron showed old ads and 
pictures from the last 100 years as well as trivia. It was 
quite entertaining. 

Then it was go time. Three agents in the stadium plus 
25 more agents via video on the jumbotron sang “The 
Star-Spangled Banner.” It was impressive. Next, a capella 
group Pentatonix sang a song. (Personally, I was hoping 
for more!) Then we heard speeches from the big four — 
Chairman, President and CEO Michael Tipsord; Executive 
Vice President and Chief Agency, Sales & Marketing 
Officer Rand Harbert; Senior Vice President of Agency 
& Marketing Kristyn Cook; and Executive Vice President 
and Chief Operating Officer Paul Smith — as well as 
Senior Vice President of Property and Casualty Chris 
Schell and Senior Vice President of Financial Services 
Joe Monk. All speeches are available on the 100th 

An alliance partner presentation
Photo by Bob Grunenwald

A vintage Forbes Traffix Handy Accident Reporting stamp kit on 
display at the Showcase
Photo by Bob Grunenwald
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anniversary site. In the speeches, there were a lot of 
congratulations for a job well done and for maintaining 
State Farm’s No. 1 industry position in auto and fire.
 
The speakers all touched on the continuing changes and 
rollouts. Many of the changes sound good, but there will 
be much to learn. For example, there is a push for the 
digitally enabled agent, a phone app and web feature 
that allow agents to access their State Farm computers 
to help policyholders 24/7. There also is a push to recruit 
more millennial and generation Z policyholders, or 
those groups born after 1980. 

On the last night, we were treated to a performance 
at Allegiant Stadium by Garth Brooks and Cedric the 
Entertainer. Again, there was a lot of food and around 
35,000 people in attendance. Prior to the concert, a 
small blimp floated above the crowd with a camera, and 
many crowd pictures were displayed on the stage. Then 
Jake from State Farm — or actor Kevin Miles outside of 
State Farm — took the stage, and, of course, the crowd 
loved him. He had been at the Discovery District and 
Convention Central too. Jake also brought along some 
friends: retired Green Bay Packers Quarterback Aaron 
Rodgers, Phoenix Suns point guard Chris Paul and 
Kansas City Chiefs quarterback Patrick Mahomes. What 
a night!

One last hurrah

State Farm throws a pretty good convention, but 
strap in — it’s going to be a very bumpy ride. Now 
the hard work is coming, starting with business lines 
modernization, PolicyCenter and the new State Farm 
Billing. Many changes are coming, and it might be tough 
to keep up. The State Farm 100th anniversary site has 
more details. 

Remember that as you work through these new 
updates, NASFA is here to support you. Please feel free 
to reach out with any questions or concerns. 

Between now and then, I have one more piece of advice 
for you: Don’t take the 5:00 a.m. flight home after the 
conference.

Agent awards on display at the Showcase
Photo by Bob Grunenwald

State Farm trivia on the jumbotron at Convention Central
Photo by Bob Grunenwald

A State Farm blimp at Allegiant Stadium
Photo by Bob Grunenwald
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Nothing fascinates me more than time.

Time is our most valuable asset as humans. It’s the most 
level playing field and consistent metric in our industry. 
It makes no difference if you are in New York, California, 
Texas, Michigan or any state in between, you get 24 
hours to work with each day. Whether you’re a first-
year agent or a 30-year agent, you have a large book 
or a small book, or you serve a metro market or a rural 
market, you only get 1,440 minutes a day to make things 
happen before the clock strikes midnight and you start 
a new day.

I often hear people utter phrases such as, “If I only had 
more time,” or, “Naturally he or she gets more done than 
me because they have more time.” Neither statement 
is true, and that type of thinking is a recipe for disaster. 
Why? Because there isn’t more time to be had, and 
others who are getting more accomplished than you are 
doing so with the same amount of time you have.  

If you are waiting for a moment 
when you have more time, you will 
be waiting and waiting day after day, 
week after week, year after year as 
that time you desire keeps passing 
you by. There’s no more to be had.

Why is it, then, that some become 
titans of their industry utilizing 
the allotted 24 hours, while others 
can’t seem to accomplish much of 
anything?

Once I was able to answer that 
question, it changed my life for the 
better in every way — personally and professionally as 
a husband, a father, an agent and a community leader. 
The one-word answer is: intentionality.

Today I am outrageously intentional with my time. 
I protect it as I would the most precious asset and 

valuable resource in my life — because it is. After years 
of researching the systems, processes and habits of the 
most productive people in the world, I came to a few 
realizations. I’m hopeful sharing these with you will shift 
your needle the same way it has for me.

Essential versus to-do

I know you have a to-do list, and so do I. However, it’s 
this list that actually slows us down and tricks us into 
believing that we are busy all of the time. A to-do list is 
a never-ending list of things that may get done or may 
not. It’s a reminder that we have more things to do than 
we have time allowed. It’s not uncommon to end the 
day with more on your to-do list in the evening than 
you started with that morning. This daily approach is 
actually counterproductive because it leaves you feeling 
deflated, defeated and buried in tasks with zero sense of 
accomplishment.

It’s crucial to understand that 
everything you choose to do comes 
at the expense of something else 
during your day. You must choose 
wisely. You must create an essential 
list. 

Go ahead and keep your to-do list. 
Everything on that list is there for a 
reason, so putting it all on paper is 
important. However, not everything 
on that list needs to get done by you, 
and most of it doesn’t need to get 
done today. Your essential list will 

identify the three most important items on that list that 
require you specifically to complete them today. Once 
identified, prioritize them to guide your efforts. 

Now you no longer have a million things to do when 
your day starts, you only have one. Attack whatever 
you’ve designated as the No. 1 most essential item to 

How to use your time wisely
By Scott Grates, Contributor

If you are waiting 
for a moment when 
you have more time, 
you will be waiting 

and waiting day after 
day, week after week, 
year after year as that 
time you desire keeps 

passing you by.
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accomplish for the day with laser-like focus and 100% 
of your attention first, and do so exclusively. Once you 
complete No. 1, take the same approach with item No. 2, 
followed by No. 3.

What about everything else on your to-do list?

The answer lies in another success habit of the most 
productive humans on the planet: They are masterful 
at delegation. To improve your productivity and time 
efficiency and become intentional with the most 
essential activities, you personally have to start doing 
less. 

You read that right. To accomplish more, you have to do 
less, so long as you are only doing the most essential 
things.

So how do you determine what’s most essential to you 
and what to delegate or outsource? Ask yourself this 
key question: What is one thing I can do at such a high 
level that by doing so, almost nothing else matters and 
everything else falls into place? Think long and hard 
about that. Once you have that answer, go ahead and 
ask yourself that same question again. And then, again. 
Now you know the top 3 most important priorities 
in your life. Now you can begin living each day with 
intentionality. Your daily essential list should only 
include items that will bring you closer to fulfilling one 
of the most significant priorities you named.

Let’s quickly talk value, and then I’ll bring this full circle 
for you. What is your time worth? If I asked to hire you 
for a special project that I’m working on, how much 
would you charge me per hour? Would you jump right 
in and be excited for $15 an hour? How about $25? 
No? What about $50 or $100 or even $1,000 per hour? 
Remember, everything you choose to do comes at 
the expense of something else. Determine your own 
personal value, and don’t work for less.

Now let’s go back to where we started this: your to-do 
list. How many items listed can be accomplished for 
less money than your hourly rate? For instance, if your 
value is $100 per hour (essentially a $100,000 a year) 
and you can delegate or outsource something on your 
list to somebody who can get it done for $15 an hour, 

do it! Why would you hire somebody for $100 an hour 
to do $15-an-hour work? You wouldn’t. However, those 
who struggle with productivity and time management 
hire themselves for less all day long. Delegation and 
outsourcing allow you to leverage your time and 
maximize your value.

The final piece of this puzzle is one of the shortest but 
most powerful words in the English language: No. As 
you look at your to-do list, ask yourself this about each 
item: Will this list item ultimately move me closer to one 
of my three main priorities? If you say no, remove the 
item from your list. 

You are now armed with my Triple-D approach to 
ultimate intentionality with time management and 
personal productivity:

 • Do it only if it’s on your essential list.
 • Delegate it if it needs to be done but isn’t worth 

your hourly rate. 
 • Decline it if it’s not essential or worth paying 

someone else to do.

Busy is not better. Your time is the most precious 
resource and valuable asset you own, so don’t waste it. 
Turn your to-do list into an essential list and turn your 
life around forever.

Image by Lukas Blazek via Unsplash
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I was speaking to Olivia, a State Farm agent, at a 
conference recently. She was going on about how 
difficult it is to lead teams these days. Olivia appeared to 
be in her late 50s, and she was stressed about helping 
her team learn the complexities of the insurance game 
but also keeping them working as a tight-knit unit. 
I mention Olivia’s conversation with me because it 
mirrors almost every talk I have had with managers who 
struggle with multi-generational teams and complex 
systems. Here are some tips to keep everyone playing 
nicely in the sandbox together.

1. Look in the mirror.

Too many managers with struggling teams tend to rate 
themselves as doing the best they can while assessing 
their team members’ behavior as subpar or inadequate. 
No team does well when given the impression that they 
are deficient. Yes, there are lazy people in the world, 
but few people take on a job so they don’t have to do 
it. Most people are excited about new opportunities 
— that is, until someone or something kills that 
excitement. A leaders’ job is to discover who the culprit 
is that is undermining the team.

2. Remember that rules are never obvious.

I was asked to work with a team in a 
telecommunications company that was not getting 
along. When I asked Jeanine why she was so upset with 
Ben, she said, “He never gets his TR-3 reports to me by 
Thursday!”

I asked, “Does Ben know that he is supposed to have 
them to you by Thursday?” I thought this was a pretty 
basic question, but if you want to solve relationship 
issues, the problem usually starts at the bottom.

Jeanine gave a long enough pause, and then it was 
obvious that she had never talked to Ben about it. She 

finally said: “I don’t know. But he should. Everybody 
does!”

I asked the next seemingly obvious question, “Have you 
asked Ben to get the reports to you by Thursday?”

“Well, no,” Jeanine admitted.

“Why not?” I pressed.

“Because he should know,” she concluded.

I reminded Jeanine of the rule of every good 
relationship: You can either be right, or you can be 
happy. By not talking to Ben, Jeanine retained the luxury 
of being right, of blaming someone for not doing the 
seemingly obvious right thing. Of course, Jeanine wasn’t 
happy, but being right is much easier. It also allows for a 
healthy dose of righteous indignation. What I said next 
sent Jeanine into a panic, “Let’s go talk to Ben right now.”
 
We walked over to Ben’s cubicle, and I said, “Ben, did 
anyone ever tell you that TR-3 reports are due on 
Thursday?”

Ben said, “No.”

“Do you have any problem with getting them to Jeanine 
by Thursday each week going forward?” I mediated.

“Not at all,” Ben responded.

You would think that quick exchange would be the 
end of it, but it is also good to button things up with an 
understanding of consequences. If people don’t know 
the consequences of their actions, they cannot be held 
accountable. I said, “So, just so we’re clear: If you don’t 
get your TR-3 reports to Jeanine by the end of the day 
on Thursday, she will be over here asking about them. 
Cool?”

Playing together in the 
sandbox
By Stevie Ray, Contributor
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“Cool,” Ben said.

Jeanine slunk back to her desk. Every reason she had 
built up to label Ben as lazy, uncaring or unprofessional 
was now erased.

There is no such thing as an obvious rule. Every 
behavior, from turning off lights when leaving a room 
to cleaning the coffee pot when it is empty, must 
be verbally agreed upon. You cannot hold someone 
accountable for a rule they never agreed to follow in the 
first place.

3. Don’t blame the kids.

If I hear one more older adult complain about kids 
these days, I am going to turn in my AARP card and 
get a TikTok account. (If you don’t know what TikTok 
is, consider doing a little bit of research to better 
understand the younger generations.) First, every older 
generation since the dawn of civilization has claimed 
that younger ones have no respect and lack a work 
ethic. Likewise, it is in the job description of all younger 
folks to think that older people are clueless and rigid. 
But beyond those harmless stereotypes lie potential 
land mines for the workplace.

To attribute any behavior simply to age or generation 
is not only inaccurate, but it is counterproductive. 
The best leaders know to avoid this lazy approach to 
managing people. In truth, there are no generational 
differences when it comes to work ethic. That is 
because human beings don’t behave according to 
age or generation; they behave based on their current 
situation and the motivation to satisfy needs. Different 
generations certainly have different needs: Younger 
adults must experiment to determine what works best 
for them, while older adults avoid risk because they are 
facing the end of their working lives. But even those 
broad generalizations vary greatly, depending on the 
individual.

Younger adults are actually quite respectful of rules 
and of working relationships when they encounter a 
rule or person that they feel is deserving of respect. 
They are also highly motivated and hard workers if 
they are properly managed. Likewise, older adults are 
more willing to learn new tricks than they are often 
given credit for, and they are never as stuck in old-timey 
thinking as people assume. (Remember, a lot of them 
went to Woodstock. If you don’t know what Woodstock 
is, do some research so you can understand your elders.)

Image by RAMillu via Pixabay
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Good leaders avoid the quick-and-easy tack of blaming 
a generation. They look at the person and then try to 
serve that person’s needs.

4. Ask, ‘Why are you here?’

If you have trouble motivating your team, you might 
take a page from the playbook used by the military. 
When new recruits are struggling through training, 
when things seem their most bleak, and the recruit 
cannot go on, the drill instructor asks, “Why are you 
here?” This is a chance for the recruit to remember what 
drove them to enlist in the first place. The reasons are 
different for every recruit, and they are not allowed to 
spout the standard “to serve my country” line. They must 
dig into what matters most to 
them as an individual within the 
organization.

This leads to real answers, real 
motivations. For recruits whose 
family members have served for 
generations, the answer would 
be, “To honor the legacy of my 
family.” For those who have 
obligations of their own, the 
answer would be, “To give my 
children a better life.” For those 
who are seeking a place in the 
world, the answer would be, “To 
prove to myself that I have what it takes to be the best.” 
These self-generated motivations get recruits through 
the most grueling challenges on the planet. 

State Farm agents are not in the job to sell insurance. I 
don’t need an agent to sell me insurance; I can buy that 
over the internet. I need an agent so I can engage in the 
long-lost art of connecting to a human being. Asking 
why each team member is part of the team is the best 
way to motivate them through tough challenges. And 
every team member should know what motivates the 
other team members. That is the only way they can play 
together nicely in the sandbox.

5. Don’t regulate communication.

Regular team meetings are fine, but their benefit is 
limited to information, not motivation. To motivate team 
members, communication must have two qualities: 
frequent and spontaneous. If team members know 
that they will always hear from you during a Monday 
morning huddle, it doesn’t send a signal that you care; it 
sends a signal that you are following a schedule. Off-
the-cuff meetings in a one-on-one atmosphere surprise 
the team member, and they show that you have put 
some thought toward them as an individual.

One tip for frequent and spontaneous talks: Do more 
listening than talking. Research shows that trust is based 

largely on how much the other 
person is allowed to verbalize. 
The more they talk, the more 
they trust you.

6. Laugh!

Finally, your role as a leader 
is to keep everyone playing 
together nicely in the sandbox. 
No one wants to come back 
to the sandbox if it isn’t fun 
to play together. If you don’t 
hear laughter occasionally 
throughout the day, it is your 

job to find out what is killing the fun. People who enjoy 
each other’s company will naturally laugh together. If 
everyone is stuck in a solo office or cubicle, plan some 
together time to laugh and de-stress.

Now, go play in the sandbox!

Stevie Ray is an internationally recognized expert on 
the art of influence. His program, The Roadmap to 
Influence, has been used by more than 1,000 corporate 
clients to improve outcomes for staff and clients. He is 
the author of 11 books and is a national columnist for 
the Business Journal Newspapers. He can be reached at 
www.stevierayspeaks.org.

Asking why each team 
member is part of the team 
is the best way to motivate 

them through tough 
challenges. And every team 
member should know what 

motivates the other team 
members. That is the only 

way they can play together 
nicely in the sandbox.
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Colorado Springs has always been there. We often hear 
visitors tell stories about driving through Garden of the 
Gods Park in their station wagon on a family vacation 
in the ‘70s or about returning to The Broadmoor, Pikes 
Peak or Flying W Ranch after decades and now bringing 
along their kids and grandkids.

Last year, Colorado Springs celebrated its 
sesquicentennial, or 150th birthday. While many iconic 
landmarks are still around, there are so many new, 
vibrant experiences to be had. Here are some of our top 
recommendations for how to visit Colorado Springs in 
this day and age.

Stay for a while
Maybe back in the day you could make a drive through 
Colorado Springs as a day trip on your way to Denver or 

a ski town. While we still love our drive-through visitors, 
you’re going to want to spend more than a day or two 
exploring the Pikes Peak region. Trust us on this. 

In the last few years, several new hotels have opened 
in the heart of Downtown Colorado Springs. Kinship 
Landing and SpringHill Suites by Marriott are two that 
make a perfect central basecamp. Kinship Landing offers 
various lodging types like group bunk rooms, family 
suites and camping decks. Plus, it has incredible on-site 
dining and entertainment. SpringHill Suites by Marriott 
is the newest addition to downtown. It is walking 
distance from nearby museums, galleries, boutiques, 
restaurants and bars. There’s even a rooftop restaurant 
and bar, Lumen8, with expansive views of Pikes Peak 
and the Front Range.

Like a good destination, Colorado 
Springs is there
By Alexea Veneracion, Director of Communications at Visit Colorado Springs

Garden of the Gods

Colorado
Springs
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If a bigger, more luxurious resort is more your style, 
check out The Broadmoor, Garden of the Gods Resort 
and Club, The Cliff House at Pikes Peak or Cheyenne 
Mountain – A Dolce Resort. Quaint lodging options 
in the area include Holden House Inn 1902 Bed and 
Breakfast and Glen Eyrie Castle. 

Do it big
If you follow our advice and stay for a while, you’ll have 
plenty of time to make the most of your trip. Here are 
some of the area’s most iconic attractions.  

Pikes Peak is America’s Mountain. Usually standing 
atop one of Colorado’s fourteeners, or 53 mountain 
peaks higher than 14,000 feet, is reserved for the most 
experienced hikers. Pikes Peak, however, is accessible to 
almost everyone. Visitors can drive to the summit on the 
scenic 19-mile Pikes Peak Highway, take a shuttle or jeep 
ride, or take a trip on The Broadmoor Manitou and Pikes 
Peak Cog Railway. Once at the top of this 14,115-foot-
tall mountain, adventurers can visit the new Pikes 
Peak Summit Visitor Center with interpretive exhibits 
about the history of the mountain as well as dining 
options where visitors can taste high-elevation donuts. 

But the real attraction is the spectacular views that 
inspired Katharine Lee Bates’ famous poem “America the 
Beautiful.” 

Garden of the Gods Park is a registered National Natural 
Landmark that features 300-foot sandstone rock 
formations. Visitors can stop by the Garden of the Gods 
Visitor & Nature Center information desk to pick up 
free full-color trail maps and fill up their water bottles 
in preparation for their adventures. Then they can set 
out on 21 miles of hiking trails with varying degrees of 
difficulty, including a few that are easy, low-grade and 
short but scenic hikes. Beyond this, the park is home to 
numerous flora and fauna and even was the site of the 
discovery of the Theiophytalia Kerri dinosaur as well as 
a subspecies of honey ant not previously recorded. The 
Garden of the Gods Park and its visitor and nature center 
are free and open to the public, but guests can opt for 
paid experiences including guided walking tours, jeep 
and trolley tours, Segway tours, bike and electric bike 
tours, and rock-climbing adventures. 

Cheyenne Mountain Zoo, which is located 6,714 feet 
above sea level, offers breathtaking views of the city as 
well as of hundred of animals, including grizzly bears, 
red-necked wallabies, African penguins, reticulated 
giraffes and more. It also features an antique carousel 

Background image: Pikes Peak in autumn
Image courtesy of Visit Colorado Springs

Giraffe feeding
at Cheyenne Mountain Zoo
Photo courtesy of Visit Colorado Springs

A bighorn sheep 
Image courtesy of Visit Colorado Springs 
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as well as a Mountaineer Sky Ride to the zoo’s summit. 
Cheyenne Mountain Zoo is open 365 days a year, but 
hours and pricing vary. 

Flying W Ranch is a living symbol of Western heritage. 
It began as a mountain cattle ranch in 1947 and now 
is home to a chuckwagon dinner of smoked meats 
and trimmings and a Western show. It hosts as many 
as 1,400 guests a night, making it one of the most 
popular attractions in the state. The stage show features 
the world-renowned Flying W Wranglers, the second-
longest-running Western performance band in the 
world. Come early to see the ranch animals; ride the 
train through Christmas Rock Train Tunnel; watch the 
Sweetwater Plains Dancers; learn about Navajo rug 
weaving, silversmithing and horseshoeing; and explore 
the mountain property.  

For a little more modern history, stop by the U.S. 
Olympic & Paralympic Museum and the U.S. Olympic 
& Paralympic Training Center. The center unites the 
past, present and future of athletic excellence through 
immersive visitor experiences suitable for all ages. 
Visitors also can tour the facilities where Olympians and 
Paralympians train. You might even get the chance to 
meet one! After your visit, if you are feeling inspired and 
empowered, challenge yourself to train like an athlete 
on one of the most brutal of all hikes, The Manitou 
Incline, a tourist cable-car track turned heart-pounding 
workout of 2,768 steps covering 2,000 feet of elevation 
in less than a mile. 

The Pikes Peak region also is a mecca for outdoor 
adventure. Get your fill in any season with activities like 
hiking, mountain biking, fly fishing, kayaking, stand-
up paddle boarding, horseback riding, snowshoeing, 
cross-country skiing, rock climbing, ice climbing and 
whitewater rafting.

Don’t skimp on food, drink and culture
Colorado Springs is officially a foodie’s dream 
destination. There are now three food halls downtown 
— CO.A.T.I., Tejon Eatery and The Well — where you can 
try various cuisines and drinks. Other vibrant concepts 
include The Garden, Stellina Pizza Café, Streetcar 
520 and 503W. Old Colorado City is a quaint historic 
neighborhood with plenty of delicious cuisine like 
TAPAteria, Pizzeria Rustica, Paravicini’s, Front Range 
Barbeque and Monse’s Pupuseria.

Visit Colorado Springs offers a free Crafts & Drafts drink 
passport every year that includes deals and discounts 

U.S. Olympic &
Paralympic Training Center
Image courtesy of Visit Colorado Springs

A dancer from the
Osage Nation performs at Flying W Ranch. 

Image courtesy of Flying W Ranch.
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for some of the region’s best breweries, distilleries, 
coffee shops, wineries and taprooms so you can try even 
more places.

The local arts and culture scene is severely underrated. 
Check out schedules for local venues like the Pikes 
Peak Center, The Broadmoor World Arena, Ent Center 
for the Arts and 3E Comedy Club and explore art at 
places like the Colorado Springs Fine Arts Center at 
Colorado College. Some of our local creatives compiled 
their personalized itineraries with more ideas on the 
Visit Colorado Springs website, visitcos.com, and 
PeakRadar.com has a list of all upcoming events in the 
area.

Trust the experts
We may be biased, but we highly recommend doing 
your research before visiting, and the Visit Colorado 
Springs website, visitcos.com, and our official vacation 
planner are great places to start. You’ll find a cornucopia 
of information about upcoming events, scenic drives, 
family-friendly attractions, sustainable travel, shopping 
locally and everything in between. 

Our guides also include trips to make your travel more 
comfortable and convenient. Some of our top tips are:

 • Be ready for the elevation. Colorado Springs sits at 
6,035 feet. (Yes, that is higher than the Mile High 
City itself.) Drink plenty of water and schedule 
more strenuous activities once you’ve had a day or 
two to acclimate. 

 • Fly into COS. Colorado Springs has an airport 
you will love with many options for nonstop and 
one-stop routes. The airport is smaller and less 
crowded with fewer lines and less stress than 
other airport options.

 • Ask the locals. Save some room in your itinerary 
for spontaneous activities. Ask people downtown, 
at restaurants or at the visitor center for 
recommendations of things to see and do. You’ll 
probably learn a thing or two you didn’t know 
before.

No matter what you hear or research about Colorado 
Springs, there’s nothing like experiencing it in person. 
Come see it for yourself.

Background image : Downtown Colorado Springs
Image courtesy of Visit Colorado Springs

A rock formation in 
Garden of the Gods Park that resembles a pregnant woman. 
Photo by Elysia A. Grib

Whitewater rafting
Image courtesy of Visit Colorado Springs
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Happy Halloween, fellow agents!

As the calendar turns to September and then October, I 
can’t help but get into the spooky spirit. Sometimes this 
brings with it a frightful mindset. 

Let’s face it: Agency life can be scary all the time, not 
just during this time of year. To ease your spirits, here 
are five thoughts for making your agency journey less 
hair-raising. 

1. Don’t believe that things will 
get easier. 

This is probably the worst piece of 
common advice I hear: “It will get easier.” 
Honestly, it probably won’t. Each year 
brings new challenges, and that never 
gets easier; it’s just a different version 
of difficult. Expect that, and don’t wait 
around for easier to arrive.  

But working through those challenges can all be worth 
it. You just need to focus on the passion and purpose 
that drove you to start agency in the first place.

2. Stop trying to be all things to all people all 
of the time. 

You are only one person with limited time. Realistically, 
you only need to be good at two or three things to 
crush this agency opportunity, but they need to be the 
right two or three things. 

Ask yourself this question: “As the owner of this agency, 
what is the one thing that I can do at such a high level 
that by doing so nearly everything else falls into place 
and almost nothing else matters?” Once you have that 
answer, ask yourself the same question again about the 
second thing you can do and the third thing.

Now you have your top three priorities as the owner of 
your agency. Focus 100% of your time and energy on 

just those three things. Delegate or decline everything 
else.

3. To scale your business, you have to be 
willing to replace yourself.

This piggybacks off of the last point. If you are currently 
spending too much time doing something that is not 
one of your three priorities, you have to train somebody 

to take that over for you as soon as 
possible.

If you are having tremendous success 
with an area of focus that is one of your 
three priorities but you still find yourself 
struggling with time or volume, hire or 
train a junior apprentice to assist you 
with this priority. This person will either 
take over that role or expand that role 

once they are in position and trained. 
 
How is it that Richard Branson has an ownership role 
in more than 60 multimillion-dollar businesses, but 
we often struggle to run an agency with just three 
employees? The answer is scale. A true CEO does not 
work in the trenches. Instead they efficiently manage 
those who do.  Become great in a specific area and then 
replace yourself. Then become great in another area and 
then replace yourself. Repeat and repeat.

4. Know the agency magic bullet. 

Everybody is looking for the magic bullet or the secret 
sauce that helps some agents consistently find success 
while others consistently struggle. Well, I’m going to 
give it to you: It’s team!

Your ability to consistently recruit, hire, onboard, train, 
motivate and inspire your team members to be the 
very best versions of themselves will determine your 
level of success in this industry.  We work in a high-

Make agency less scary
By Scott Grates, Contributor

A true CEO does 
not work in the 

trenches. Instead 
they efficiently 
manage those 

who do.
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Image by David Menidrey via Unsplash

volume business. It is impossible to do it all alone (nor 
do we want to). In order to leverage your time and drive 
the results you desire, it’s imperative that you have a 
talented team.

At the risk of upsetting New England Patriots fans, 
I’m going to say that Bill Belichick was an average 
head coach at best throughout his career. In 2001, he 
stumbled upon a player named Tom Brady. Eighteen 
years later, Belichick was widely regarded as the best 
coach in NFL history. Then, Tom Brady left. What 
happened next? Brady won a championship the very 
next year, and Belichick was back to being an average 
head coach again. 

Players win championships; coaches guide them along 
the way.  You need big-time players, and they are out 
there, sometimes even in the sixth round.  Never stop 
looking for your Tom Brady.

5. Never quit. 

It’s impossible to realize long-term success without 
putting in long-term efforts. We are a microwave 
society. We’ve reached a point where we don’t want 
things immediately; we want them yesterday.

Nothing worth having is easy. Nothing worth having 
happens quickly. When you initially opened your 
doors, you probably had a 10-, 15- or 20-year plan. You 
knew that you’d have to put in the work for years 
and years in order to get there. However, somewhere 
along the line, we seem to forget that part. We want 
to jump right to the long-term success we envisioned 
immediately. Instead, enjoy the journey (even the 
painful stuff ), and celebrate the small daily wins. They 
are all you can control.
 
Rates will change, technology will change, products and 
services will change, and team members will change. 
You’ll find your Tom Brady, and he or she will eventually 
quit.  So what? Yes, it will sting, but pain is temporary, 
and through the adversity you will discover who you 
are and what you are made of. Quitting is easy, but you 
didn’t sign up for easy. You signed up to be an insurance 
agency owner.
 
It never gets easier. It just gets different. Wherever you 
are right now, you are closer than you think to where 
you want to be. Stay focused on your top priorities, 
never forget why you started, and don’t allow the 
journey to scare you.  Behind every scary mask you see, 
there’s just a cute kid looking for some candy!
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PGI IS TAKING
OVER THE INSURANCE
WORLD

PGI IS TAKING
OVER THE INSURANCE
WORLD

Join the PGI family today!Follow Loretta's story!

Benefits of Partnering With Premier Group Insurance
 

22 Years Successfully Converting Insurance Entrepreneurs to the IA Channel.
Access to Over 200+ National, Regional, & Local Insurance Carriers.

Leading & New Contract Options - Including Full Ownership.
Proven Marketing Programs - Insurance Soup Partnership.

Unparalleled Technology, Training, & Support.
Nearly $650 Million in Written Premium!

"Becoming a PGI
agency owner is

the best decision I
ever made. Now my
agency is thriving."

 

Loretta D.

pgiagents.com/nasfa



Are you ready to streamline the most stressful and time-consuming 
operations at your Agency? That’s what we do at Insurance Agency 
Optimization. We support Agents to solve every Agency pain point.

All for just $4.98/hr.

Complete our two-minute survey and be on your path to an 
Agency management program that goes to work for you. 

Scan the code or visit
iao.agencyoptimization.com/agency-scorecard

agencyoptimization.com

Get started with the 2-minute 
survey at this link.

Running my 
Agency just got 
a lot easier.
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