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End to End: Points to PonderEnd to End: Points to PonderEnd to End: Points to PonderEnd to End: Points to Ponder

Performance expectations are clearPerformance expectations are clearPerformance expectations are clearPerformance expectations are clear
Open lines of communicationOpen lines of communication
Thi hThi hThings changeThings change
Vendors are a reflection of the carrierVendors are a reflection of the carrier
Education and trainingEducation and training
Economy impacts to teamworkEconomy impacts to teamworkEconomy impacts to teamworkEconomy impacts to teamwork



Performance Expectations are Performance Expectations are 
CCClearClear

Types of contractsTypes of contractsTypes of contractsTypes of contracts
Formal vs. informalFormal vs. informal
Size of carrierSize of carrier
Type of carrier and coveragesType of carrier and coverages

ContentsContents
Legal addendums, terms, pricing, time service, Legal addendums, terms, pricing, time service, 
quality, etc.quality, etc.

NN t t l i tt t l i tNonNon--contractual requirementscontractual requirements
Claims, number of attempts, special programs, etc.Claims, number of attempts, special programs, etc.



Open Lines of CommunicationOpen Lines of CommunicationOpen Lines of CommunicationOpen Lines of Communication

Expectations up frontExpectations up frontExpectations up frontExpectations up front
CarrierCarrier
VendorVendorVendorVendor

What worksWhat works
Road blocksRoad blocks
Remove barriersRemove barriers
Active listeningActive listening

Dialogue vs monologueDialogue vs monologueDialogue vs monologueDialogue vs monologue



Things ChangeThings ChangeThings ChangeThings Change

Previously acceptable action has changedPreviously acceptable action has changedPreviously acceptable action has changed Previously acceptable action has changed 
to nonto non--acceptable actionacceptable action
Timely responsiveness of both partiesTimely responsiveness of both partiesTimely responsiveness of both parties Timely responsiveness of both parties 
Develop action plan Develop action plan 
CommunicateCommunicate
Follow up to ensure no missing linksFollow up to ensure no missing linksp gp g



Vendors: Reflection of the CarrierVendors: Reflection of the CarrierVendors: Reflection of the CarrierVendors: Reflection of the Carrier

Clearly stated expectationsClearly stated expectationsClearly stated expectationsClearly stated expectations
Partnering  to provide service to Partnering  to provide service to 
policyholderpolicyholderpolicyholderpolicyholder
Focus and trainingFocus and training
Feedback from auditorFeedback from auditor
Feedback from policyholderFeedback from policyholderp yp y



Education and TrainingEducation and TrainingEducation and TrainingEducation and Training
Expectations up frontExpectations up frontpectat o s up o tpectat o s up o t

CarrierCarrier
VendorVendor

ResourcesResources
New hire New hire vsvs continued training, certification, internal continued training, certification, internal 
vsvs external customer requirementsexternal customer requirementsvsvs external, customer requirementsexternal, customer requirements

ChallengesChallenges
Expense, nonExpense, non--technical, customer behaviorstechnical, customer behaviorsp ,p , ,,

MonitorMonitor
Contracts, site visits, quarterly statementsContracts, site visits, quarterly statements



Economy Impacts to TeamworkEconomy Impacts to TeamworkEconomy Impacts to TeamworkEconomy Impacts to Teamwork

Changes in business modelChanges in business modelChanges in business modelChanges in business model
Changes in requirementsChanges in requirements
I t t t ffiI t t t ffiImpacts to staffingImpacts to staffing

Downsizing, layoffs, retirements, terminationsDownsizing, layoffs, retirements, terminations

RelationshipsRelationships
Communication criticalCommunication criticalCommunication critical Communication critical 



CollaborationCollaborationCollaborationCollaboration

What did we miss?What did we miss?What did we miss?What did we miss?
Share your experience?Share your experience?
C tC tComments  Comments  
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