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By Steve Crane

�

University Day Returns. 

LAAHU listened. 
You wanted an event 
that would provide real 
value with tangible ideas 
you could put to the test 
right after the event. Last 
year, LAAHU set out to 
redefine what we could 

do for you by bringing 
you University Day. 

This year, we upped 
the ante. We took every-
thing you loved about 
University Day and 
expanded on it. You’ll 
now have a choice of 10 
breakout sessions offer-
ing 6 CE credits. 

This year’s theme 
is “Success…Nothing 
Less,” and University 
Day promises to deliver. 
In just one day you’ll get 
fully debriefed on where 
our industry is headed, 
your future role in the 
distribution system, and 
where the opportuni-
ties to grow your busi-

ness lie. It’s the kind of 
knowledge you need to 
move forward and share 
with your clients as you 
and LAAHU continue 
to navigate the new 

world of healthcare re-
form together.

“LAAHU U Day is 
so content rich and will 
offer such a wealth of 
information that I like 
to think of it as way that 
LAAHU gives back to 
our members. This year 
there is something for 
every attendee,” said 
Elizabeth Holman, 
LAAHU President-

This sequel is bigger and 
better than the original.

Elect and University 
Day organizer. 

We know that today’s 
challenges will continue. 
University Day has been 
designed as an oasis of 

knowledge where you’ll 
have the opportunity to 
bring new thinking to 
your business and make 
your vision a reality.

If there is a mantra 
at University Day it is 
“opportunity.” You will 
hear it spoken over and 
over again throughout 
the day. 

What is University 
Day?

Imagine one day of • 
new knowledge
Content rich and fast • 
paced
We’ve eliminated the • 
fluff and replaced it 
with opportunity
More courses for your • 

dollars with an as-
tounding 10 breakout 
sessions
You’ll hear from • 
health insurance car-
rier executives, key 
hospital administra-
tors, physicians, top 
selling agents, human 
resources profession-
al, marketing gurus, 
legislative analysts, 
attorneys and more.
An opportunity to in-• 
teract with key players 
in our industry
Networking in a more • 
personal and reward-
ing environment

This year’s 
theme is 

“Success…
Nothing Less,” 
and University 

Day promises to 
deliver. 

We took 
everything you 

loved about 
University Day 
and expanded 

on it. 
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The resilience of today’s agent 
never ceases to amaze me. It does 
really feel sometimes like it’s one 
thing after the other we have to deal 
with.  But what do we do?  Con-
tinue to persevere.  It’s a testament 
to our ability as agents to adapt 
to situations and make the best of 
them.  And right now, we need to 
continue to adapt to make sure that 
we remain successful.  
One thing I’m seeing a lot of that 
gives me a very optimistic outlook 
for the future is agents diversify-
ing what they offer. I’m seeing us 
becoming more versatile as consul-
tants and advisors, and being able 
to offer a more complete line of ser-
vices to our clients. No longer con-
tent with just offering one or two 
products, we are opening up new 
revenue streams for ourselves. We 
are opening up opportunities.
Speaking of opportunities, we are 
right around the corner from Uni-
versity Day.  Last year’s rousing 
success has inspired us to make the 
event even bigger and better than it 
was last year, and it’s going to be.  

LAAHU prides itself on how suc-
cessful our community of agents 
has been and continues to be. We 
have some really good momentum 
right now and University Day is 
exactly the right event to keep that 
going. 
The truth is, without a crystal ball, 
nobody can tell exactly what the 
future is going to bring. But we can 

©2010 United HealthCare Services, Inc. Insurance coverage provided by or through UnitedHealthcare Insurance Company or its affiliates. Administrative services provided by or through UnitedHealthcare Insurance Company, United HealthCare 
Services, Inc. or their affiliates. Heatlh Plan coverage provided by or through a UnitedHealthcare company.  
UHCCA492845-000

A BETTER FUTURE IS  
STACKING UP.

certainly prepare.  So come to Uni-
versity Day and soak all the new 
knowledge in. Let’s continue to be 
Agents of Progress. Let’s continue 

to show the stuff that makes LAA-
HU the best agent-oriented organi-
zation out there.  Can you tell, I’m 
excited.  Aren’t you?
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Keynote Speakers

Keynote speaker: 
Pam Kehaly 

“Consumers are 
searching for plans that 
do more than just pay 
their medical bills,” said 
Pam Kehaly, President 
and General Manager of 
Anthem Blue Cross Cali-
fornia. “They’re looking 
for insurance plans that 
help them navigate the 
health care system and 

manage chronic condi-
tions, provide more value 
for their money, and help 
them stay healthy in the 
long run through innova-
tive wellness programs.”

On health care transpar-
ency, Kehaly said, “The 
health care system defies 
market logic. What other 
purchase is made with no 
or limited insight or re-
gard for cost and quality? 
This missing dynamic has 
created an inefficient de-
livery system.” 

Ms. Kehaly will dis-
cuss what lies ahead for 
California’s largest health 
benefits company dur-
ing her talk, “Health Care 
Today and Tomorrow,” at 
LAAHU University Day.

Pam Kehaly was named 
President and General 
Manager of Anthem Blue 
Cross California in July 

2010. She is responsible 
for the management of 
all local group health in-
surance business in Cali-
fornia including sales, ac-
count service, marketing, 
underwriting and product 
delivery, as well as for 
maintaining customer re-
lationships. In addition, 
she is responsible for the 
development of Anthem 
Blue Cross’ long-term 
strategic direction and 
collaborating with local 
and state elected officials 
to improve the health of 
Californians.

Kehaly has nearly 25 
years of health insurance 
industry experience, in-
cluding senior leadership, 
sales and operational roles 
at Aetna and WellPoint. 
Most recently, Kehaly 
served as president of na-
tional accounts at Aetna. 

Prior to this assignment, 
Pam led Aetna’s West Re-
gion National Accounts 
division. Before joining 
Aetna, Kehaly worked in 
a variety of sales and op-
erations leadership posi-
tions in WellPoint’s Cali-
fornia market.

Keynote speaker: 
Jodie Lesh

Ms. Lesh serves as Sr. 
Vice President, Strategic 
Planning and New Ven-
tures for Kaiser Perma-
nente and will discuss 
how health care reform 
has impacted Kaiser Per-
manente’s unique deliv-
ery model.

Kaiser Permanente 
believes the new health 
care reform law has the 
potential to improve lives 
in some important ways. 

Thirty-two million Amer-
icans, who today find 
themselves outside the 
system, will finally have 
access to vital preven-
tive services and care for 
their chronic conditions. 
Medicare will reward 
high-quality health care 
for the first time in its his-
tory. Kaiser Permanente 
sees this as a first impor-
tant step in fixing a health 
care system that has long 
rewarded the provision 
of more care instead of 
better care. Guaranteeing 
health care coverage and 
connecting financial in-
centives to high-quality 
care are watershed chang-
es in the U.S. health care 
system that will substan-
tially improve the lives of 
Americans.

Pam Kehaly 

—Continued on page 4

This year we'll have provided more than 400 hours of course study enabling agents to receive over 
13,000 hours of CE credit.

Our NAHU endorsed Health Insurance Professional (HIP) series is the only program of its kind to 
offer you a professional designation.
 
Our University continues to grow with healthcare reform webinars, industry-themed seminars and 
the launch of Agency On-Site, where our instructors present in the comfort of your agency.

No one invests more time and resources in agent education than Warner Pacific. Period.

CA lnsurance License N
o. 0764260
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Keynote Speaker Panel: 
Providers, Academics 
and Legislators Weigh 
In on Healthcare Trends

Moderated by John J. 
Nelson, Co-CEO of Warner 
Pacific, the following panel-
ists will share their perspec-
tiveS on healthcare reform 
while discussing topics such 
as healthcare trends, cost 
containment, accessibility, 
outcomes and delivery sys-
tems.

Dale Fratianne, Head 
of Sales, Individual and 
Small Group 2-50 at 
CIGNA Healthcare

Mr. Fratianne has over 
25 years industry experi-
ence. Before serving in his 
current role with CIGNA he 
held positions in a variety 
of levels in the sales orga-

nization of John Alden Life/
Assurant Health, including 
leading the start up efforts 
to create a presence in Ne-
vada in 1993.  

Steven Sell, President, 
Health Net of California 

Facing unprecedented 
economic challenges and un-
certainty around health care 
reform, Mr. Sell has driven 
a successful business strat-
egy, developing products 
that resonate with customers 
while fostering dynamic re-
lationships with Health Net 
business partners.

Richard Figueroa, 
Program Manager 
for Health Reform, 
California Endowment

Before joining the state’s 
largest, private health foun-

dation, Mr. Figueroa served 
for four years as Health Care 
Adviser and Deputy Cabi-
net Secretary for the Office 
of California Governor Ar-
nold Schwarzenegger.  

Herb Schultz, Regional 
Director, Health and 
Human Services

Mr. Schultz was ap-
pointed by President Barack 
Obama to serve as Regional 
Director at the U.S. Depart-
ment of Health and Human 
Services’ (HHS) Region 
IX. In this role, he serves 
as HHS Secretary Kathleen 
Sebelius’ key representative 
in the Region, ensuring that 
close contact is maintained 
by the federal government 
with state, local, tribal, and 
territorial governmental and 

external, non-governmental 
partners on a wide range of 
health and social service is-
sues. 

Mike Wall, President & 
CEO Northridge Hospital

Mike Wall is current-
ly the President/CEO of 
Northridge Hospital Medi-
cal Center, a 411 bed acute 
care facility, located in 
Northridge, CA. Mr. Wall 
has been at Northridge 
Hospital since 2000. He has 
over 30 years in hospital 
administration with specific 
areas of expertise in board 
and physician relationships, 
strategic planning, man-
aged care, fiscal manage-
ment, continuous quality 
improvement, and healthier 
communities initiatives.  

Ruthann Laswick, VP of 
Marketing, Black, Gould 
& Associates and Region 
VII Vice President for 
NAHU

Ruthann’s career in em-
ployer benefits spans 35 
years working from both 
the consulting side of health 
insurance and the employ-
ers’ side. For the past year 
much of her time has been 
spent working on the current 
health care reform. With the 
passage of PPACA, Ruthann 
has been teaching certifica-
tion courses for insurance 
agents, speaking throughout 
the country on PPACA to 
employers and has partnered 
with a national carrier to 
present PPACA to employer 
groups.  

Speakers —continued from page 3

©2011 Benefi tMall. All rights reserved. Benefi tMall, the circle “b” logo and the corporate logo are registered trademarks of Centerstone Insurance and Financial Services, Inc. California license #063979.

www.benefi tmall.com

WOODLAND HILLS 
(800) 877-0101

TOOLS & SERVICES 
WITH 

CLEAR DIRECTION

Today, getting ahead – and staying there – means having 

the right tools and services. Tools backed by a company 

with its fi nger on the pulse of reform, and services driven by 

a thought-leader. Benefi tMall gives you the right tools and 

know-how to help you succeed in this changing marketplace. 

 Evolving technology to simplify your day-to-day.

  Assistance from experienced, market-savvy 

representatives.

  Services that increase your value to your clients 

and give you a foothold in new market segments.

View our new 
Broker 

Workspace!

Make the clear choice and contact 

Benefi tMall today.

Dale Fratianne Steven Sell Mike Wall Ruthann LaswickHerb Schultz
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SAVINGS
AND PEACE
OF MIND? 
NOW THAT’S
POWERFUL
PAYROLL.

Your Payroll Protection Starts Here. 
Introducing CHOICE Administrators® Payroll Services, powered by E-chx. Our partnership with E-chx 
guarantees they will not market or sell group insurance to your clients, so you have the security of 
knowing your business is protected. We offer the same great hassle-free payroll solutions for groups of 
all sizes, and for 20-50% less than other payroll companies. 

CaliforniaChoice® Takes Payroll ONE Step Further
The nation’s leading private healthcare Exchange now integrates payroll services with benefits 
administration. This means your clients’ payroll team communicates directly with their benefits team, 
ensuring their information is accurate, up-to-date and easily accessible. 

It’s the most innovative way to offer medical, ancillary and payroll services in ONE program.

Powered by E-chxTM

For more information on a payroll solution you can trust call 866.644.6670.
CHOICE Administrators Payroll Services is also available for non-CaliforniaChoice clients.  

Visit www.choiceadmin.com/payroll for more information.

QUOTE TODAY!
Call 866.412.9254 or go to 

www.choicebuilder.com
Also available through Word & Brown, Benefit Mall and Shepler & Fear.

A NEW WAY TO 
                  BUILD YOUR BUSINESS

THE NATION’S ONLY

             ANCILLARY EXCHANGE!

Choice Builder offers your clients Empoyer Sponsored and 

Voluntary dental, vision, chiropractic and life plans, from some 

of the nation’s leading carriers, all in ONE program. 

Say good-bye to the hassle of dealing with separate quotes and 

enrollment forms. Everything is consolidated into ONE monthly 

bill, with ONE point of contact, and ONE website. It’s the easiest 

way to quote and sell ancillary benefits!

Choice Builder is brought to you by CHOICE Administrators®, the company that brought you CaliforniaChoice®, CaliforniaChoice 51+, 
HSA California®, Kaiser Permanente Choice Solution and Contractor’s Choice®.
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LAAHU University Day 
Breakout Sessions

Looking for ways to stand out from the crowd? Word & Brown can help.  
Our services help you strengthen your existing client relationships and 
prospect for new ones. We’re ready to assist you every day, on the phone 
or in person, and we provide you with time and cost saving programs that 
lighten your load.

We help brokers write more business.

�� You earn full commissions and all bonuses

�� ���������	
���������
����	��������������������������������������	������

�  You’ll have access to our on-line quoting system where you can   
from multiple carriers in just a few key-strokes

�  All carrier forms like submission checklists, enrollment applications, 
and detailed plan summaries are available 24/7

� We’ll help you with your client presentations and enrollments 
�  We pre-underwrite your cases and work directly with all carrier 

underwriters 

�  Our educational seminars and updates will keep you on top of all 
industry developments

�  Courses, resources, links and sales support through the 
� ����	�����������
���������	�����������


1737 N. First Street, #680���San Jose, CA 95112���800.255.9673���www.wordandbrown.com

With 3 keynote addresses, 2 after-
noon presentations and a whopping 10 
breakout sessions covering everything 
from cost containment and healthcare 
reform to wellness, LAAHU University 

Day has something for everyone. With 
so much knowledge being shared, the 
question isn’t whether or not you should 
attend but rather which classes to take. 
Talk about making tough decisions.

 
Round 1 (10:30 am) 

Breakout Speaker(s) 
Containing Healthcare Costs Steve Shearer, Anthem Blue Cross 
Everything ERISA Chirag Shah, CPA 
Understanding the Healthcare 
Delivery System 

Docs 4 Patient Care 

Working with the 
Senior Market 

Monte Merken 

Small Group Carrier Round Up 
Panel 

Representatives from California’s 
Major Carriers 
 

Round 2 (1:15 pm) 
Breakout Speaker(s) 

Healthcare Reform Mark Weiderman, Blue Shield 
Wellness Program and ROI Sima Reid and Sage Wellness 
Long Term Care Barry Fisher/Susan Blais, Paradigm 

Insurance Services 
Large Group Carrier Round Up 
Panel 

Representatives from California’s 
Major Carriers 

General Agency Round Up 
Panel 

Gary Smith, Word & Brown 
Jeff Papenfus, Warner Pacific 
Ken Doyle, LISI 

So much value! So much 
knowledge! So little cost!

April 14, 2011
7:00 am – 3:30 pm

Warner Center Marriott
21850 Oxnard Street

Woodland Hills, CA 91367

LAAHU University Day has been specially 
priced so that agents and their staff can 

attend this knowledge extravaganza.

Fees: Member (AHU): $75
Non Member: $95

Register today by visiting 
www.laahu.org and clicking on University Day!
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HEALTH AGENTS
RETIRING? CHANGING CAREERS? 

FAST/EMERGENCY CASH?
WE PAY TOP CASH & BEAT ANY OFFER

FOR INDIVIDUAL ANTHEM BLUE CROSS 
& BLUE SHIELD BUSINESS. 

25 YEARS EXPERIENCE 

310-430-8099 after hrs & weekends 
1-800-979-7283 x112 (Kevin)

7:00 am  Registration  Badges at Anthem Blue Cross booth

  Bags at Blue Shield of CA booth

 Breakfast  Sponsored by UnitedHealthcare

 Exhibit Hall   Attendees to say “Hello” to Exhibitors   
  and get Passports stamped

8:00 am  Opening Session Welcome by LAAHU-President Elect

8:05 am  Pam Kehaly, President and General Manager, Anthem Blue Cross

8:55 am  Jodie Lesh, Senior Vice President,  Kaiser Permanente 

9:45 am  Quick Break /Hall of Knowledge

10:30 am  1st Round of Breakout Classes  (Sponsored by CIGNA)

11:30 am  Pick up your Lunch Box

11:45 am  “People Buy You” – Joe Navarro, LAAHU President 

12:15 pm  CoPower Game Show!

12:45 pm  Hall of Knowledge – Get your passports stamped for a chance  
 to win an iPad (Courtesy of LISI and FHCE)

1:15 pm  2nd Round of Breakout Classes (Sponsored by Warner Pacific)

2:05 pm  Spring Break 2011 – “Scooby Doo Snacks” Raffle Prize Winners  
 Announcement - Part 1 Must be Present to WIN

2:30 pm  Keynote Legislative Panel (Sponsored by HTH Travel) 

3:30 pm  Raffle Winners Announced – Part 2 Must be present to WIN.  
 iPad Giveaway - LAAHU Grand Prize Winner Announced

 Parking validated at the Word & Brown booth

LAAHU is grateful to the following sponsors for their generous 
support and making University Day possible.

Parking Sponsor

Afternoon CE SponsorKeynote Speaker Sponsor

Morning CE Sponsor

Breakfast Sponsor

®

Bag Sponsor

Badge Sponsor

Lunch Sponsor

LAAHU University Day Agenda
April 14, 2011 

Warner Center Marriott   21850 Oxnard St.   Woodland Hills, CA 91367

Podium Sponsor
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NAIC Working Towards Legislation 
to Remove Agent and Broker 
Commissions from the MLR

By Dave Benson, VP of Legislation

The National Association of 
Insurance Commissioners con-
vened the fi rst meeting of its 
Professional Health Insurance 
Advisors Task Force on February 

28, and a key development from 
the call was that, like NAHU, 
NAIC leadership has decided to 
pursue a legislative solution to 
remove agent and broker com-

missions from the federal medi-
cal loss ratio (MLR) calculation 
as a pass-through expense.

The Task Force Chair, Florida 
Insurance Commissioner Kevin 
McCarty, released their draft 
legislative proposal on March 
3, and is seeking public com-
ment by March 14. NAHU has 
already submitted our comment 
letter in support of the measure, 
and we will be participating in a 
public hearing at the upcoming 
NAIC meeting in Austin, TX at 
the end of March. The NAIC’s 
draft proposal is extremely sim-
ilar to the bill being drafted by 

Representative Mike Rogers 
(R-MI), and NAHU is hopeful 
that the NAIC will ultimately 
end up endorsing the Rogers 
legislation.  

In addition to the proposed 
legislation, Commissioner Mc-
Carty asked Task Force Vice 
Chair Commissioner Wayne 
Goodwin of North Carolina to 
work with Commissioner Rog-

er Sevigny of New Hampshire 
on a draft resolution for the 
NAIC to send to the Department 
of Health and Human Services. 
The resolution will call for in-
creased state waiver authority on 
the MLR and/or targeted MLR 
relief on the commission issue. 
The idea behind the resolution is 
that while legislation to address 
the issue may ultimately be the 

most effective solution, HHS 
Secretary Kathleen Sebelius has 
the ability to act in a much more 
expedient fashion if she chooses 
to. Furthermore, the NAIC is 
asking commissioners to review 
the defi nitions of “commission” 
and “premium” in their states to 
see if there are additional ways 
to provide MLR relief to agents 
and brokers on the state level.

866.570.LISI (5474) � www.lisibroker.com
LA-021 02/11

A theme throughout the debate over health care reform (the PPACA and 

the Health Care and Education Affordability Reconciliation Act of 2010) 

was that Americans who like their current coverage will be able to keep 

it. The new law established that both group and individual plans in place 

as of March 23, 2010, would retain “grandfathered” status.

This means that under certain circumstances, the plan would remain available for those covered under it and that 

it would not have to comply with some of the law’s new restrictions. Policies sold after March 23, 2010 could not 

have grandfathered status, and would therefore be subject to all of the laws’ mandates. 

Advantages of Maintaining Grandfathered Status – key provisions that take effect in the next plan year after 

September 23, 2010 that do not apply to grandfathered plans:

�  The requirement that certain preventive care benefits be covered at the first-dollar level

�  Compliance with Internal Revenue Code Section 105(h) of fully-insured group health plans, relating to 

discrimination in favor of highly compensated employees (HCEs)

�  Certain mandated benefits relating to choice of providers, emergency services, coverage of 

clinical trials and internal and external review requirements

�  Other provisions of the law effective January 1, 2014 that do not apply to grandfathered plans include 

guarantee issue of coverage, modified community rating rules and limits on plan deductibles and 

copayments.

What Causes the Loss of Grandfathered Status 

�  Decreasing employer contribution rate by more than 5% below the contribution rate in effect on March 

23, 2010

�  Increasing coinsurance levels for covered services above the level it was at on March 23, 2010

�  Increasing deductibles and out-of-pocket maximums more than medical inflation plus 15% as measured 

on March 23, 2010 

�  Copayment increases that exceed the greater of medical inflation plus 15% as measured on March 23, 

2010 or five dollars ($5 is adjusted annually for medical inflation)

�  Changing carriers if the new plan violates any of the above provisions

�  Adding or decreasing any annual dollar limits that were in place as of March 23, 2010

Grandfathered Plans 

in the PPACA
( Patient Protection and Affordable Care Act)

LUF-001 12/10

�  Business mergers or acquisitions whose only purpose is to add individuals onto a grandfathered plan

�  Elimination of benefits to diagnose or treat a specific illness�  Forcing employees to switch to another grandfathered plan that has less benefits or higher cost sharing 

than the original plan

Provisions That Apply to Grandfathered and Non-Grandfathered Plans 
Effective for plan years beginning after September 23, 2010�  Lifetime limits on the dollar value of “essential” benefits, as defined by HHS, are prohibited

�  Annual benefit limits on coverage will be limited to non-essential benefits for plan years prior to 

January 1, 2014. Annual limits will be prohibited entirely after 2014
�  Dependent age eligibility must be increased to age 26 regardless of student or marital status; for 

grandfathered plans only, through January 1, 2014, coverage will only have to be extended to these 

dependents if they do not have another source of employer-sponsored health insurance

�  Rescissions of health plan coverage are prohibited except for cases of fraud or intentional 

misrepresentation
�  Must cover preexisting conditions for children under age 19 (applies to all plans beginning 2014)

Effective for plan years beginning 2014�  Waiting periods for eligibility cannot exceed 90 days
Provisions That Only Apply to Non-Grandfathered PlansEffective for plan years beginning after September 23, 2010�  First dollar coverage for preventive services�  Effective coverage appeals process allowing claimant testimony

�  Plan participants have the right to designate their own primary care physician
�  Fully insured plans must comply with nondiscrimination requirements of IRC Section 105(h)

Effective for plan years beginning 2014�  Clinical trial participation rights�  Penalties for employers whose employees elect to purchase insurance through one of the 

State Exchanges
Grandfathered plans must disclose this designation in all plan materials meant for employees. They must also 

keep records of all information necessary to verify their grandfathered status and must make these records 

available for participants and regulators.

FOR MORE INFORMATION, CONTACT LISI AT 866.570.LISI (5474) � WWW.LISIBROKER.COMAll information published herein is gathered from sources which are thought to be reliable, but the reader should not assume that the information is official or 

final. Reliance on this information received from LISI shall be at your sole risk, and LISI assumes no responsibility for any errors, omissions, or damages arising. 

Users of this information are encouraged to confirm with other sources, and to seek qualified advice if embarking on any actions that could carry personal or 

organizational liabilities.

LATEST TOPICS INCLUDE:
� Grandfathering and how your groups may be effected;

� The expansion of nondiscrimination rules;

� What you need to know about the small business tax credit;

� Funding for worksite wellness programs, and others.

Contact LISI today and receive free,
personalized Health Care Reform flyers
you can give to your clients

Local Support & Expertise � 24/7 Online Quoting � Benefit Subsidy Program � Exclusive GA for CoPower

YOUR LOGO HERE!

CONTACT [BROKER NAME] TODAY!

...NAIC leadership 
has decided to 

pursue a legislative 
solution to remove 
agent and broker 

commissions from 
the federal medical 

loss ratio (MLR) 
calculation as a pass-

through expense.

Dave Benson
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History is in the making.
Never before have four generations 

occupied the workplace as they do 
now.  

They are:
Matures (also known as the Great-• 
est Generation).  Born before 1945.
Baby Boomers (also known as the • 
Woodstock Generation). Born be-
tween 1946 – 1964.
Generation X (also known as Latch-• 
key Kids).  Born between 1965 and 
1980. 
Generation Y (also known as the • 
Entitled Ones).  Born between 1981 
and 1995.
In today’s environment the “D” 

word (Diversifi cation) is discussed ev-
erywhere as the way to grow your busi-
ness during the not so popular reform 
era.

The D word not only applies to your 
products/services but to the variety of 
ages that we are all selling to as well.

For example, when you create 
marketing programs for Matures it is 
important to understand several char-
acteristics.  In the past you typically 
earned your gold watch, you had a 
pension of some sort and you relied on 
your monthly social security check to 
get you by in a relatively passive end 
stage of life.

Today’s “retirees” see growing old-
er as a time to reinvent themselves, ex-
plore, travel and spend more time with 
family and friends.

Others remain active in the work 

force for intellectual stimulation or be-
cause they are living longer.

When designing a promotion to-
wards matures you need to understand 
that their eyesight has been changing 
dramatically since their 50s.

Older people have a more diffi cult 
time distinguishing between blues, 
greens, and purples, and they fi nd it 
easier to see reds and oranges. Glare 
also becomes a problem so reading a 
message on high gloss paper turns into 
a challenge rather than an opportunity.  
So remember to keep your paper or on-
line marketing materials simple in con-
tent and design.

For Baby Boomers, what you can 
take to the bank is that for the next 19 
years 10,000 Boomers will be turning 
65 every day! What should be reso-
nating with you right now is that your 
ticket to retirement rests in the colorful 
hands of Baby Boomers.

Baby Boomers like to buy from 
Baby Boomers.  When it comes to pro-
moting your products to them you will 
want to steer clear from calling them 
or the products/services you represent 
Senior.  Boomers are not Seniors. They 
do not relate to the word. In their mind 
they are and will be going through 
Middlessence until they reach their 
mid 70s.

Boomers are very smart consum-
ers.  In fact they are the most educated 
Generation ever to walk the earth and 
they pride themselves on their know 
how and their keen ability to change 
the wrongs in the world.

You do not want to come at them as 
the expert. You are there to acknowl-
edge their life’s experiences and vast 
knowledge and to assist them in mak-
ing the right buying decision.

Be service oriented and communicate 
(as a consultant) the clear cut benefi ts and 
values of what you can offer them.

As for our next Generation.  Gen X.  
They have often been left out and criti-
cized for not doing much as a result of 
the fact that they are much smaller in 
numbers than Baby Boomers. As a re-
sult of their “mini size” they have been 
mis-labeled by many and have not been 
attributed to making much of an impact 
in our society.  

Boldness, youthful rebellion, dis-
loyalty to brands and skepticism of big 
business are all hallmarks of Gen X.

Xers are very sensitive when you 
try to “sell” them or when they feel you 
are trying to exploit them.  

Use more of a straightforward ap-
proach.  

They are more entrepreneurial.
They have lived through the Inter-

net Boom. 
You will need to be earnest and 

continuous in your effort to service 
them after the sale. They have seen the 
layoffs, outsourcing and “disrespect” 
afforded their parents and they want 
nothing of the same.

Now when it comes to Gen Y you 
hear the word “savvy”. This Genera-
tion has sucked down technology like 
no other previous Generations. Cell 
phones are like “binkies” to them.

It is extremely diffi cult to “sell” to 
this Generation. They are invincible 
and are set on correcting all the wrongs 
they have witnessed in their short 
lives.

As the daughters and sons of Baby 
Boomers this group was raised on the 
mantra “You are Special” and they 
have retained this self-concept as they 
have grown into adulthood.

Don’t try to be “cool” with them as 
you market or reach out to this audi-
ence. Be straight forward and use sim-
ple messages that are honest with no 
hype or they will shut you down faster 
than you can blink an eye.

On-line is the way to go for them. 
Social Media is their shopping nirvana.  
Your web presence will need to cater to 
their “want it now” attitude and if they 
are not happy with your purchase they 
will let their vast network of friends 
know in a heartbeat.

As Matures stay healthy and work 
longer, as Baby Boomers postpone re-
tirement and branch into new careers, 
as a much smaller population Gen Xers 
move into management positions and 
as the next great boom the Gen Y’s and 
Millenials emerge onto the work scene, 
the potential to grow your business is 
bigger and better than ever before.  

The diffi cult part is knowing the 
when, the what and the how as you 
reach out to build future relationships 
with each Generation…as you make 
progress you will realize that you have 
found the pot of gold at the end of the 
rainbow.

Generational Selling
By Joe Navarro
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Obama Administration 
Launches Effort 
To Increase Public 
Support For 
Healthcare Law.

The Wall Street Journal (3/18) 
reports that the Obama Administra-
tion will begin a new campaign next 
week to increase public support for 
the healthcare law. Several of the cabi-
net secretaries will travel across the 
country to tout the early benefits of the 
law, such as senior prescription rebate 
checks and expanded coverage for 
children to age 26. The administration 
hopes to garner positive public opinion 
for the law prior to the next presidential 
election. As the administration marks 
the one-year anniversary of the health-
care law, Republicans are considering 
ways to diminish the effectiveness of 
the law. Notably, Health and Human 
Services Secretary Kathleen Sebelius 
says, “For a lot of people, the changes 
aren’t personal yet.” 

The Huffington Post (3/18) reports 
that in “the next week, a large number 
of progressive groups, healthcare ad-
vocacy organizations and high-profile 
administration officials and congres-
sional lawmakers will hit the road to re-
sell the president’s healthcare reform 

Headline News from the National Association 
of Health Underwriters

law around the one-year anniversary of 
its passage.” An administration official 
says, “You can expect to see officials 
discuss how the law is already benefit-
ing seniors, small businesses, women 
and young adults.” The official adds, 
“And they’ll be taking the message 
outside of Washington to communities 
across the country, not to re-fight the 
political battles of the last two years, 
but to highlight how this law is already 
moving us forward.” 

The National Journal (3/18) reports 
that as the one year anniversary of the 
healthcare law approaches, the politi-
cal climate has changed. The Journal 
adds that the “battle lines were drawn 
as early as 2008, but the entrenched 
and prolonged fight after healthcare 
reform’s enactment runs counter to 
the administration’s hope that the law 
would become more popular as it was 
phased in.” But, “the law’s critics have 
redoubled their efforts to take reform 
down, vowing to fight in nearly every 
possible venue.” The Economist (3/18) 
also covers the story. 

House Holds Hearing 
On Long-Term Care, 
CLASS Program.

The New York Times (3/17) “The 
New Old Age” blog reported that “the 

very first congressional hearing on the 
Class Act” began yesterday “before 
the health subcommittee of the House 
Energy and Commerce Committee.” 
According to a survey from Kaiser and 
the Harvard School of Public Health, 
the CLASS Act “appears to be one of 
the healthcare act’s more popular pro-
visions: 76 percent of the adults polled 
had a favorable or very favorable re-
sponse when the plan was described.” 

The National Journal (3/18) reports 
that “House Republicans picked at 
their latest target in the healthcare law 
on Thursday -- long-term care insur-
ance -- but could not explain how they 
would control costs beyond repealing 
a voluntary program established in 
the legislation.” The Community Liv-
ing Assistance Services and Supports 
(CLASS) program “is one piece of the 
healthcare law that the Obama admin-
istration has made clear needs serious 
fixing.” The Journal adds that “Demo-
crats agreed that CLASS does not quite 
work, but they want to leave the fixing 
of it to Health and Human Services 
Secretary Kathleen Sebelius.” 

CQ HealthBeat (3/18) reports that 
HHS assistant secretary for aging 
Kathy Greenlee “pledged at a House 
hearing Thursday that a long-term-care 
program included in the health over-
haul law won’t be launched unless it is 

financially sustainable.” While House 
Republicans expressed concern about 
the program, Greenlee “defended the 
$120 million requested by the Obama 
administration in fiscal 2012 for imple-
menting the... (CLASS) program, say-
ing $94 million of it will be used for 
public outreach and education to bring 
in the kind of broad-based enrollment 
that the insurance program will need to 
succeed.” The article adds that “HHS 
Secretary Kathleen Sebelius had said 
earlier this year that the department 
was working to revamp the program.” 
The Hill (3/18) “Healthwatch” blog 
also covers the story. 

Bill Proposed To Repeal CLASS 
Program. Modern Healthcare (3/18) 
reports that during the hearing on the 
CLASS Act, “Rep. Phil Gingrey (R-
Ga.)...said he is co-sponsoring legis-
lation that will be introduced later to-
day to repeal the Community Living 
Assistance Services and Supports, or 
CLASS, program that was a part of the 
Patient Protection and Affordable Care 
Act.” Notably, Reps. Charles Bousta-
ny (R-La.) and Dan Lipinski (D-Ill.) 
are the other co-sponsors of the bill. 
Forbes (3/17) “The Apothecary” blog 
also covered the story. 

—Continued on page 11
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Rogers, Barrow 
Introduce Legislation 
To Exempt Brokers 
From MLR Rule.

The Washington Post (3/17) report-
ed that insurance “brokers, worried that 
their livelihoods are in jeopardy from 
the health law, are pressing Congress 
and state legislatures to safeguard agent 
commissions and guarantee them a 
role in new online marketplaces where 
people will shop for coverage.” As the 
debate continues regarding how bro-
ker protections would help individu-
als, brokers “warn that alienating them 
could undermine the success of insur-
ance exchanges, the online marketplac-
es that will allow people to compare 
plans’ prices and benefi ts.” Currently, 
“the brokers’ lobby and a task force of 
the National Association of Insurance 
Commissioners are preparing legisla-
tion for Congress that would exempt 
broker commissions from new rules 
that require insurers to spend at least 
80 percent of the money they collect in 
premiums on medical care.” According 
to the National Association of Health 
Underwriters, brokers receive commis-
sions that are about 3 to 10 percent of 
the premiums. 

CQ HealthBeat (3/18) reports that 
Reps. Mike Rogers (R-Mich.) and John 
Barrow (D-Ga.) “introduced legisla-
tion Thursday they said would prevent 

the medical loss ratio (MLR) regulation 
issued under the health law from reduc-
ing the commissions of insurance bro-
kers and agents.” Notably, “an offi cial 
with the National Association of Health 
Underwriters denied that the legislation 
would increase premium costs and said 
the Obama administration would not 
necessarily oppose the measure.” While 
CMS’s Center for Consumer Informa-
tion and Insurance Oversight director 
Steve Larsen “said his organization 
hasn’t taken a position on the Rogers/
Barrow bill,” he acknowledged the im-
portance of brokers. Also covering the 
story are The Hill (3/18) “Healthwatch” 
blog and Politico (3/17). 

Blue Shield Of 
California Cancels 
Third Planned Rate 
Hike Since October.

The AP (3/17) reports, “Blue Shield 
of California said Wednesday it was 
withdrawing its plan to increase health 
insurance rates for individual policy-
holders in what would have been the 
third such rate hike since October.” 
Some subscribers would have seen pre-
miums raised by as much as 87% under 
the plan, which the company says was 
due to “rising health care costs.” More-
over, “the insurer said individual poli-
cyholders would not see any more rate 
hikes for the rest of the year. In a con-
ference call with reporters, California 
Insurance Commissioner Dave Jones 
said the Blue Shield decision highlight-

News
—continued from page 10

ed the need to give the commissioner 
the power to reject health insurance 
rate increases.” 

On the front of its Business Day 
section, the New York Times (3/17) re-
ports that the insurer’s “retreat echoed 
moves last year by WellPoint, the large 
commercial insurer whose proposed 
premium increases were met with stiff 
resistance that spread across the coun-
try and even evoked denunciations 
from President Obama.” Blue Shield 
California “emphasized its role as a 
nonprofi t organization in seeking to 
provide insurance to as many people as 
possible. ‘By agreeing not to raise rates 
this year, we are helping to make cov-
erage more affordable for our members 
during tough economic times,’ said 
Bruce Bodaken, Blue Shield’s chair-
man and chief executive, in a state-
ment.” 

The Los Angeles Times (3/17)) 
reports that the decision “followed 
mounting pressure from the public and 
political leaders. But an unforeseen 
factor may have made the retreat easier 
for the company to accept: It’s pay-
ing out less for medical claims than it 
had anticipated. And it’s not just Blue 
Shield. Major insurers including Well-
Point Inc. and Aetna Inc. also say that 
medical spending has been lower than 
projected recently, saving the compa-
nies millions of dollars in payouts.” A 
trend toward lower-end policies has 
benefi ciaries “thinking twice about dis-
cretionary visits. ‘In times of recession, 
you see people choosing to forgo elec-
tive procedures because of their bud-

gets,’ WellPoint spokeswoman Kristin 
Binns said.” The Wall Street Journal 
(3/17) also covers the story. 

Number Of Uninsured 
Americans Grew To 
52 Million Last Year.

Bloomberg News (3/17) reports, 
“Unemployment and rising expenses 
caused 9 million Americans to lose 
health insurance during the past two 
years, according to researchers backed 
by a group advocating access to health-
care.” Notably, “losses of coverage 
helped swell the ranks of uninsured 
adults in the US to 52 million in 2010, 
according to a study released today by 
the Commonwealth Fund.” In addition, 
another “73 million adults had diffi cul-
ties paying for healthcare and 75 mil-
lion deferred treatment because they 
couldn’t afford it, researchers said.” 

The Hill (3/17) says in its “Health-
watch” blog that the fi gure of 52 mil-
lion represents an increase “from 38 
million in 2001. More than half of 
lower-income adults went without in-
surance during 2010.” Meanwhile, just 
one-quarter “of those who lost employ-
er health insurance over the past two 
years were able to obtain other heath 
insurance, the report found.” Modern 
Healthcare (3/16) and the Los Angeles 
Times (3/17) “Booster Shots” blog also 
cover the story. 
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members in attendance 
that he is going to intro-
duce a bill that will re-
move agent commissions 
from the medical loss 
ratio (MLR) and that the 
bill has bipartisan sup-
port.  NAIC President 
Susan Voss told NAHU 
members that the NAIC 
also supports removing 
agent commissions from 
the MLR.

After receiving valu-
able information from all 
of the speakers mentioned 
above LAAHU members 
attended meetings with 
Congressional Members 
from Los Angeles Coun-
ty to discuss the role of 
the agent and removing 
agent commissions from 
the medical loss ratio 
(MLR).  

On day three speakers 
included Richard Pop-

On February 14th 
through 16th, fifteen 
LAAHU members at-
tended Cap Conference 
in Washington D.C.  On 
day one conference at-
tendees received infor-
mation on Health Insur-
ance Exchanges, Political 
Outlook for 2011 and 
information on the medi-
cal loss ratio from Florida 
Insurance Commissioner 
Kevin Mc Carty.  We also 
discussed talking points 
for our meetings with our 
Congressional Members.

On day two speakers 
included Congress Mem-
ber Andy Harris (R-MD), 
Joel Ario, Director of Of-
fice of Health Insurance 
Exchanges at the Depart-
ment of Health and Hu-
man Services, (DHHS) 
Congress Member Mike 
Rogers, (R-MI) House 

Majority Whip Kevin Mc-
Carthy (R-CA), National 

Association of Insurance 
Commissioners (NAIC) 
President Susan Voss and 
Congress Member Peter 
Roskam (R-IL).

Mike Rogers, (R-MI) 
informed the NAHU 

per, Deputy Director for 
Insurance Programs at  

DHHS, Congress Mem-
ber Rob Andrews (D-NJ), 
Senator Mark Begich 
(D-AK), Senator Mike 
Enzi (R-WY) and Karen 
Harned, Executive Direc-
tor, NFIB Small Business 
Legal Center.

In the afternoon LAA-
HU members contin-
ued their meetings with 
Congressional Members.  

Some LAAHU mem-
bers were invited to take 
a tour of the Capitol and 
sit in the House or Sen-
ate Gallery and watch the 
activities that were taking 
place.

Upon our return to Los 
Angeles, LAAHU mem-
bers wrote thank you 
letters to Congressional 
Members and Staff for 
taking the time to meet 
with us.  We also extend-
ed our offer to continue 
meeting and educating 
Staff Members on health-
care issues in the district 
office of each Congress 
Member.

On the NAHU website 
www.nahu.org under the 
section entitled “Meet-
ings” (Cap Conference) 
you will find pictures of 
all of the speakers who 
participated at Cap Con-
ference.

When I interviewed 
Steven for this article, the 
last thing he told me was 
to make him look good. If 
there was ever a tall order 
for a journalist, I was just 
given it. Obligatory joke at 
my friend’s expense aside, 
I already had a pretty good 
insight into the interesting 
person that Steven is before 
I interviewed him for this 
article, having worked next 
to him in Warner Pacific’s 
marketing department for 
nearly three years.  If there’s 
one thing I can say, he has a 
talent.

The insurance industry 
is all of our livelihood. We 
embrace it, we value it, and 
we will fight tooth and nail 
to preserve our role in it. But 
one thing that is not easy to 
do is to make it sound sexy 
or fun. Unless, of course, 
your name is Steven Crane. 

With a lengthy background 
in creative writing for the 
advertising industry, that 
part of his job as Warner 
Pacific’s Creative Director 
seemed to come naturally to 
him.

“I liked the creative as-
pect of writing in the ad-
vertising industry, but talk 
about an industry that eats 
its own! I wanted to put my 
skills to work on the client 
side and found myself in 
the marketing department 
for Warner Pacific. It turned 
out to be a great move for 
me.”

This is where LAAHU 
comes into the picture for 
Steven.

“I’d never worked in in-
surance before so I knew 
very little about the indus-
try. Working at Warner, I 
was always going to the 

LAAHU meetings. It just 
made sense that I became a 
member.”

LAAHU’s influence on 
Steven’s career doesn’t end 
there.  He recently decided 
to shift his career focus once 
again, this time to sales, a 
change he says LAAHU 

LAAHU Focus on a Member

had a big influence on him 
making.

“I went from ad guy to 
marketing guy, and now 
a sales rep for Warner. 
LAAHU had a huge part to 
play in that because that’s 
where I really got to know 
agents, what they do on a 
daily basis, and the effect 
that healthcare reform has 
had on us and the industry. 
People keep saying “the 
sky is falling” but that’s 
just not the case. I’m not 
going to discount the re-
alities of healthcare reform 
but I’m an optimist and for 
good reason. Agents bring 
real value to the distribu-
tion system and I believe 
they will for a long, long 
time. LAAHU helped me 
realize I could make a dif-
ference. I’m going to sound 
like an ad here but nobody 

Steven Crane

does more for the agent than 
LAAHU. Period.”

Knowing Steven person-
ally, I can tell you that he’s 
well suited for a sales role in 
this industry and for once, 
he actually agrees with me!

“Advertising, marketing 
and sales go hand in hand. 
I’ve always liked helping 
brokers grow their books of 
business. Now I’ll just be 
doing it on the front lines in-
stead of behind the scenes. I 
enjoy creative problem solv-
ing and my experience there 
is something I can really 
draw on to help clients.”

Speaking of clients, he’s 
already gotten himself a loy-
al one.

“My Mini Schnauzer, 
Frederick. I got a pet policy 
for him. Pretty sure I’m not 
getting a commission on it 
though.”

By Torsten Sporn

LAAHU Goes to Cap Conference in 
Washington D.C.
By David Benson, LAAHU VP of Legislation

...LAAHU members 
attended meetings 
with Congressional 
Members from Los 

Angeles County 
to discuss the role 

of the agent and 
removing agent 

commissions from 
the medical loss 

ratio (MLR). 


